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What Drives Performance Excellence?

Improve governance & transparency

Improve employee skills

Improve support processes

Improve & recognize worker performance

Improve strategic planning

Improve accuracy

Improve cycle time

Improve voice of customer listening posts
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From Complexity to High Performance
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Objectives of Using Baldrige
 Identifies strengths and improvement opportunities 

using an integrated systems approach 
 Facilitates improvement, innovation, alignment, and 

integration of key processes
 Assists in delivery of value to customers & 

stakeholders
 Facilitates organizational and personal learning
 Monitors progress over time and helps organizations 

achieve and sustain world class results
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Comparison: Impact of Baldrige

Using Baldrige* Not Using Baldrige**

* “Using Baldrige” group has achieved top level Award in state/regional 
program; ** “Not Using Baldrige” are control group of organizations not 
using Baldrige
Source: Mark A. Wrolstad and Thomas M. Krueger, Study Shows that 
Quality Pays Winners, Management Forum, Vol 27 No 3 (Summer 2001)
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It’s About 
Outcomes

Economic Return:

820:1
Cost Savings, Customer 

Satisfaction, Financial Gain 
(Revenue)

Source: Albert N. Link and John T. Scott. NIST Planning Report 
11-2: Economic Evaluation of the Baldrige Performance 

Excellence Program, December 2011
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This Framework Drives Results…
 City of Ft. Collins (CO)

 Ranks in the top 10% of cities nationally for the following measures: best place to live, 
best place to work, quality of culture and recreation, availability of job opportunities, 
air quality, and visual attractiveness

 Ranks in the top 1 percent in quality of drinking water and emergency preparedness
 Credit rating is “Aaa” by Moody’s Investors Service, a rating maintained by only 4 

percent of governments
 Community energy use has decreased approximately 12 percent annually for the past 

three years, while the City’s population has grown by roughly 7 percent during the 
same period

 City of Irving (TX)
 S&P and Moody’s AAA Bond Rating (one of 5 in TX and 89 in the US)
 Highest employee satisfaction ratings compared to US govt agencies
 Resident ratings of key services as good/excellence increased double digits over six 

years; overall resident satisfaction 74% (TX 46%, US 38%)
 Violent crime down 30%+ over 5 years; property crime down similarly (other local 

communities increased)
 $44 million in savings and 10% reduction in staff (attrition, no layoffs)
 Top 20 Best Cities in America; Top 50 Best Places to Live
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This Framework Drives Results…
 City of Coral Springs (FL)

 95-97% of residents satisfied with city services
 Businesses’ satisfaction increased from 76% to 97% over five years
 Crime per 100,000 residence cut in half over last 10 years, now lowest in 

state and fourth lowest in US
 90% of employees satisfied with their job and willing to recommend; 

turnover has decreased from 7.5% to 4.5% over the last decade

https://youtu.be/IW7R_Rjy6Oc?list=PL914FB9D44BF49C14
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C

Baldrige: The Framework for Excellence

The Baldrige Framework outlines validated Criteria that have been shown 
to produce excellent organizational results.  The Framework is 

divided into seven Categories which form an integrated 
organizational system.

Customers Operations

WorkforceStrategy

Leadership RESULTS

Measurement, Analysis, and Knowledge Management

Integration

Core Values and Concepts

Organizational Profile
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Criteria for Performance Excellence
1.1 Senior Leadership (70 points)

Describe how senior leaders guide and sustain your organization.  Describe your senior 
leaders communicate with staff and encourage high performance.

Within your response, include answers to the following questions:

Process

a. Vision and Values
How do senior leaders set organizational vision and values?  How do senior leaders deploy your 
organization’s vision and values through your leadership system, to all staff, to key suppliers and 
partners, and to students/stakeholders/patients/customers, as appropriate?  How to their personal 
actions reflect a commitment to the organization’s values?

How do senior leaders promote an environment that fosters and requires legal and ethical behavior?

How do senior leaders create a sustainable organization?  How do senior leaders create an environment 
for performance improvement, accomplishment of strategic objectives, innovation, and organizational 
agility?  How do they create an environment for organizational and staff learning?  How do they 
personally participate in the succession planning and the development of future organizational leaders?

How do senior leaders communicate with, empower, and motivate all staff throughout the organization?  
How do senior leaders encourage frank, two-way communication throughout the organization?  How do 
senior leaders take an active role in staff reward and recognition to reinforce high performance and a 
focus on the organization, as well as on stakeholders?

How do senior leaders create a focus on action to accomplish the organization’s objectives, improve 
performance, and attain your vision?  How do senior leaders include a focus on creating and balancing 
value for patients/students/customers/stakeholders in their organizational performance expectations?

(1)

(2)

(3)

b. Communication and Organizational Improvement

(1)

(2)
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Profile: Understanding Your Context

C

The Baldrige Framework outlines validated Criteria that have been shown 
to produce excellent organizational results.  The Framework is 

divided into seven Categories which form an integrated 
organizational system.

Customers Operations

WorkforceStrategy

Leadership RESULTS

Measurement, Analysis, and Knowledge Management

Integration

Core Values and Concepts

Organizational Profile



12
www.performanceexcellencenetwork.org

The Value of the Organizational Profile
• At your table, explore these Profile questions, first 

individually, then as a group:
1. What are [your organization’s] core competencies?
2. What are [your organization’s] key strategic challenges and 

advantages in the areas of business, operations, societal 
responsibilities, and workforce?

3. What are your workforce/employee groups and segments and 
what are the key drivers that engage them in achieving your 
mission/vision?

4. How would knowing these factors help your organization?

• Report out/discuss as large group
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C

Excellence Starts (& Ends!) with People

The Baldrige Framework outlines validated Criteria that have been shown 
to produce excellent organizational results.  The Framework is 

divided into seven Categories which form an integrated 
organizational system.

Customers Operations

WorkforceStrategy

Leadership RESULTS

Measurement, Analysis, and Knowledge Management

Integration

Core Values and Concepts

Organizational Profile
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The Workforce-Performance Link

Engaged
Employees

Engaged
Customers

Optimized
Processes

High Performing
Outcomes
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Without Engaged Workers…
 Today, 70% of American workers are disengaged

 The impact:
 Absenteeism 37% worse for organizations with disengaged 

workers (compared to those with engaged)

 Turnover 65% worse

 (Employee) safety incidents 48% higher

 Product defects 41% higher

 Customer satisfaction 10% worse

 Productivity 21% worse

 Profitability 22% worse
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Exploring the Power of the Framework
• At your table, pick either the Leadership or Workforce  

Baldrige Category, and
• Reflect on these questions:

1. What would be our/my organization’s top strengths?
2. What would be our/my organization’s opportunities for 

improvement?
3. What are some possible best practices to improve workforce 

capability & engagement?
• Report out/discuss as large group
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Red Bead, Inc.
Employee Day 1 Day 2 Day 3 Day 4 Total

Errors

1

2

3

4

5

TOTALS



22
www.performanceexcellencenetwork.org

Excellence is About People & Process

https://youtu.be/D6LUg-siJVs

https://youtu.be/D6LUg-siJVs
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A Few More Thoughts on Baldrige…

 Developmental –
 it “meets an organization where it is”

 Adaptable –
 can be used by any type (or sub-type) of organization

 Scalable –
 can be used by small, medium, and large organizations

 Relevant –
 is based on a set of validated, leading edge performance/ 

leadership practices

Baldrige is:
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Baldrige Isn’t Another Tool…

Lean

Continuous Improvement

State & Federal Requirements
Balanced Scorecard

PDCA

Six Sigma

…Baldrige Aligns/Integrates Your Other Tools

ISO
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It’s What You’re Managing Already…

 need to satisfy stakeholders

 need engaged & competent workers

 should use data to make decisions

 should systematically improve key processes

 are managing increasing levels of change

 rely on effective leadership

 need strategies that prioritize and align limited resources

 are systems, which could benefit from a systems approach to 
improvement

All organizations… 
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Assessing Performance Against
Standard of Excellence

 Several assessment options available:

 Comprehensive National or State Quality Award

 Consultative Assessment
 Self-Assessment

Prepare Review
Independently

Reach
Consensus

Conduct
Site Visit

Plan &
Take Action
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To Learn More
 Attend Baldrige 101 Workshops
 Roughly quarterly in 2018

 Attend Baldrige conferences:
 PENworks May 3-4, 2018 (Brooklyn Center)
 Quest for Excellence April (DC)

 Network with other leaders interested in improvement
 Monthly community breakfasts (Twin Cities, 

Rochester, Twin Ports, Mankato); all also 
livestream and on-demand

 Benchmarking with others on the journey to 
excellence

 Peer Roundtables
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About PEN
 Nonprofit founded in 1987
 Mission is to advance continuous improvement 

and performance excellence in the region
 Supports 250+ members
 One of 30 Baldrige-based nonprofits in the US
 Services

 Helps leaders identify OFIs (assessment)
 Brokers knowledge, best practices through forums

 Breakfasts, livestream
 Workshops, conferences
 Roundtables
 Benchmarking

Improve
Performance

Assess
Performance
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About the Speaker
Brian Lassiter was elected president /CEO of the Performance Excellence Network (Minnesota Council for 
Quality) in the summer of 2001. Before his election, Brian held positions with the following organizations: 

Ian Alliott Consulting (Managing Director), Norstan Consulting (Principal Consultant), The St. Paul 
Companies (Corporate Quality Consultant), Price Waterhouse (Consultant), and Boatmen's National Bank 
(Quality Manager). In these roles, Brian has worked with dozens of organizations in a variety of industries 
to help them improve their performance and competitiveness.  Brian has served nearly 20 years in various 
roles with the Baldrige Performance Excellence Program, including Examiner, Senior Examiner, Alumni 

Examiner, and on the Board of Overseers (2012-15).  Before his appointment as president of PEN, he served 
as a volunteer Senior Evaluator for the Minnesota Quality Award (1996-97), served as a Judge for the 

Veteran’s Administration Baldrige-based Carey Award (2004-06), served as a judge on the Baldrige-based 
Army Communities of Excellence (2009-10),  and is serving on the Panel of Judges for the American Health 
Care Association’s Baldrige-based Awards (2013, 2016).  He after completing two terms as Chair, Brian now 
serves as Vice Chair of the Alliance for Performance Excellence, the national consortium of all state/reginal 
quality awards and is on the board of Communities of Excellence 2026, a nonprofit that is working to apply 

the principles of Baldrige excellence to solve community challenges and improve community outcomes. 

Brian was on the Review Panel for the University of Minnesota Carlson School’s Juran Fellowship program 
(2003-08), is on the Benedictine Health System Board of Trustees (2009- ) serving as chair from 2011-15, 
and served from 1995-2003 and 2004-2014 on the Board of Directors for Goodwill/Easter Seals of MN. 

He can be reached at Brian.Lassiter@performanceexcellencenetwork.org or 612-868-3519.
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