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Learning Objectives
By completing this module,
you should be able to:

Understand & Apply

Remember

Structure of Baldrige This learning by answering

Criteria questions in a short quiz &
application evaluation

Understand

Key Questions in the

Criteria

Criteria Structure

Organizational Profile

Categories
Process: categories 1-6

Results: category 7




OrFanizational Profile

:;?r::'?fr Basis for Describes
self- early what is
assessment action relevant
and planning and
application important
preparation

P.2 Organizational Situation.
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Organizational Profile

n Organizational Profile

tional Descriplion: What are your key organizational characteristicst

g questions:

USTOMER sipport s

Organizational Situation




[tem Format
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Notes

Overall questions

|3.z Customer Engagement; How do you build reltionships with customers
45

and determine satisfaction and

2. CUSTOMER Relationships and Support

(1) Relationship Management HOW do you build and manage customer relationships? 2
how do you market, build, and manage relationships with customers to
- acquire customers and build market share;
manage and enhance your brand imag
etain customers, meet their questions,
customer life cycle?
(2) CUSTOMER Access and Support  HOW do you enable CUSTOMERS to seek information and support?
how do you enable them to conduct business with you? What are your key means of customer support and
communication? how do they vary for different customers, customer groups, or market segments, as appropriate?

e
and exceed their expectations in each stage of the

how do you
+ determine your CUSTOMERS'KEY support questions and
+ DEPLOY these questions to all people and PROCESSES involved in CUSTOMER support?

(3) Complaint Management HOW do you manage CUSTOMER compaints?
how do you resolve complaints promptly and effectively? How does your management of complaints enable you
fo recouer your customers”confidence, enhance their saisacton and engagement, and avoid simiar complants
in the future?

SSDOYd




“How” vs. “What”

Questions
2.1 Strategy Development:
.- How do you develop your strategy?
- g ol o
¥ Strategic Planning Process: do you conduct
[ o e your strategic planning? does your
1 strategic planning process address the
= . J potential need for transformational change,

prioritization of change initiatives, and
organizational agility.

Key Strategic Objectives: are your
organization’s key strategic objectives and
your timetable for achieving them?

are your most important goals for
these strategic objectives?
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Richland College:
The “How” of Strategic Planning

Moy Richland -
_ College 2 - Strategic Planning
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Richland College:
The “What” of Strategic Planning

2.1b Strategic Objectives

2.1b(1) Key strategic objectives

Our strategic objectives of SPP goals are:

¥ Identify and meet community educational needs
> Enable all students to succeed

» Enable all employees to succeed

> Improve efficiency and effectiveness of college programs
and operations

Figure 2.2A shows the timetable for accomplishing these SPP
goals and the KPIs, measures, and targets for each.




|-Category point values
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CATEGORY TEXT H
LEADERSHIP 120
STRATEGY 85
CUSTOMERS 85
MEASUREMENT ANALYSIS
AND KNOWLEDGE 90
MANAGEMENT
'WORKFORCE 85
OPERATIONS 85
RESULTS 450
Total 1000

Category 1

1. Leadership (120 pts.)

Senior leaders’ actions, organizational
governance, and societal contributions

1.1 Senior Leadership (70 pts.)

1.2 Governance and Societal Contributions (50
pts.)

Category 2

2. Strategy (85 pts.)
Strategy development and action
plan development and deployment
2.1 Strategy Development (45 pts.)

2.2 Strategy Implementation (40 pts.)




Category 3

3. Customers (85 pts.)

Customer expectations
and engagement

3.1 Customer Expectations (40 pts.)
3.2 Customer Engagement (45 pts.)
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Category 4

4. Measurement, Analysis, and Knowledge

Management (90 pts.)

Measure, analyze, and improve organizational

performance
Manage information and organizational
assets

knowledge

4.1 Measurement, Analysis, and Improvement of

Organizational Performance (45 pts.)

4.2 Information and Knowledge Management (45 pts.)

Category 5
5. Workforce (85 pts.)
Building an effective workforce
environment engaging, developing, al
managing your workforce

5.1 Workforce Environment (40 pts.)

nd

5.2 Workforce Engagement (45 pts.) e
&

»

7




Category 6
6. Operations (85 pts.)

Designing, managing, and improving
work processes
Ensuring effective operations

6.1 Work Processes (45 pts.)
6.2 Operational Effectiveness (40 pts.)

-
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Category 7
7. Results (450 pts.)

Performance and improvement in all key areas
Performance levels, trends, and comparative data

7.1 Product and Process Results (120 pts.)

7.2 Customer Results (80 pts.)

7.3 Workforce Results (80 pts.)

7.4 Leadership and Governance Results (80

7.5 Financial, Market, and Strategy Results (90'pts*

BT

Sc1)ring System

Scoring Guidelines

R
v Vi
7,
v '/-:r‘ R Two dimensions: Process and Results
~
A >

Importance to the organization




Evaluating Processes

" Learning:
Deployment:
How consistently Have key processes
been evaluated and

are key )
processes used? improved?
S Have improvements
been shared?
Approach:
How is the
organization’s
work Integration:
How do

accomplished?
processes

How
systematic are address
key organizational
processes? needs?
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Evaluating Results

Trends: Are the Comparisons: How
does performance

results improving, compare with others?

staying the same,
or getting worse?

Levels: What -
is current Integration: Are
performance? important results

being tracked? Are
these results being
used?

Module Review

By completing this module,
you should be able to:

Understand & Apply

This learning by answering
questions in a short quiz &
application evaluation

Remember
Structure of Baldrige
Criteria

Understand

Key Components of
the Criteria




Next Steps

Continue your development
by completing the last Module
inPart 1 -

Top Tier Applications
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