2010 HKMA Quality Award
- Glossary of Key terms -

This Glossary of Key Terms defines and briefly dibss terms that are important to performance
management. As you may have noted, key terms asepied irsMALL CAPS/SANS SERIRRVETrY time they appear
in the Categories and Scoring Guidelines sections.

Action Plans

The term “action plans” refers to specific actidhatrespond to shortand longeiterm strategic objectives.
Action plans include details of resource commitreesmidtime horizons for accomplishment. Action plan
developmentepresents the critical stage in planning wheregiaobjectives and goals are made specific so
that effective,organizatiorwide understanding and deployment are posslhl¢he Criteria, deployment of
action plans includesreating aligned measures for all departments aord wnits. Deployment also might
require specialized training for some employee®oruitment of personnel.

An example of a strategic objective for a suppiiea highlycompetitive industry might be to develop and
maintain aprice leadership position. Action plans could dndaisigningefficient processes and creating an
accounting systenthat tracks activitfevel costs, aligned for the organizatias a whole. Deployment
requirements might include worlnit and team training in setting priorities bas®d costsand benefits.
Organizationalevel analysis and review likelwould emphasize productivity growth, cost contrahd
quality.

See also the definition of “strategic objectives’age 62.

Alignment

The term “alignment” refers to consistency of plapsocessesinformation, resource decisions, actions,
results, andanalyses to support key organizatiwvitde goals. Effectivealignment requires a common
understanding of purposasd goals. It also requires the use of complemgmaasuresnd information for
planning, tracking, analysis, anmtprovement at three levels: the organizationatlethekey process level,
and the work unit level.

See also the definition of “integration” on page 59

Analysis

The term “analysis” refers to an examination oft§aanddata to provide a basis for effective decisions.
Analysis often involves the determination of caeffect relationships. Overall organizational anelygiides
the management ofork systems and work processes toward achieviygbkesinessresults and toward
attaining strategic objectives.

Despite their importance, individual facts and dadanotusually provide an effective basis for actions or
setting priorities. Effective actions depend oruaderstanding of relationships, derived from arialgéfacts
and data.

Anecdotal

The term “anecdotal” refers to process informatibat lacks specific methods, measures, deployment
mechanismsand evaluation, improvement, and learning factdmsecdotal information frequently uses
examples and describes individual activities rathan systematic processes.

An anecdotal response to how senior leaders depdoformanceexpectations might describe a specific
occasion whera senior leader visited all of the organizatioresilities. Onthe other hand, a systematic



process might describe the communication metho@sl Uy all senior leaders to delivperformance
expectations on a regular basis to all organizatitmtations and workforce members, the measures tosed
assess the effectiveness of the methods, and die amdtechniques used to evaluate and improve the
communication methods.

See also the definition of “systematic” on page 63.

Approach

The term “approach” refers to the methods used rbgrganization to address the Baldrige Criteria Item
requirementsApproach includes the appropriateness of riethods to the Item requirements and to the
organization’s operating environment, as well as béfectively the methods are used.

Approach is one of the dimensions considered inuatiag Process Items. For further description, see the
Scoring System on pages-&®.

Basic Requirements
The term “basic requirements” refers to the topiite@ia users need to address when respondingetontst
central concept of an Item. Basic requirementstedundamental theme of that Item (e.g., your epgh for

strategy development for Item 2.1). In the Criteti@ basic requirements of each Iltem are presergdate
Item title question. This presentation is illustichin the Item format shown on page 30.

Benchmarks

The term “benchmarks” refers to processes and teesliit represent best practices and performance fo
similar activities, inside or outside an organiaats industry. Organizations engage in benchmarkiong
understand the current dimensions of wanllass performance and to achieve discontinuousrio@mental)

or “breakthrough” improvement.

Benchmarks are one form of comparative data. Otioenparative data organizations might use include
industry data collected by a third party (frequemtidustry averages), data on competitors’ perforreaand

comparisons with similar organizations that ar¢he same geographic area or that provide similadymts
and services in other geographic areas.

Capability, Workforce

See “workforce capability.”

Capacity, Workforce

See “workforce capacity.”

Collaborators

The term “collaborators” refers to those organiadior individuals who cooperate with your orgaticrato
support a particular activity or event or who ca@pe on an intermittent basis when skterm goals are
aligned or are the same. Typically, collaboratidasiot involve formal agreements or arrangements.

See also the definition of “partners” on page 60.

Core Competencies

The term “core competencies” refers to your orgation’s areas of greatest expertise. Your orgaioiaat
core competencies are those strategically impodapabilities that are central to fulfilling yourigsion or



provide an advantage in your marketplace or seréingironment. Core competencies frequently are
challenging for competitors or suppliers and pagn® imitate, and they may provide a sustainable
competitive advantage.

Core competencies may involve technology expertiséque service offerings, a marketplace nichea or
particular business acumen (e.g., business adqus)t

Customer

The term “customer” refers to actual and potentisérs of your organization’s products, programs, or
services (referred to as “products” in the Criterfaustomers include the end users of your prodastsvell

as others who might be their immediate purchasetsers. These others might include distributogengs,

or organizations that further process your procagta component of their product. The Criteria asklre
customers broadly, referencing current and futustamers, as well as the customers of your conopgtit

Customerdriven excellence is a Baldrige Core Value embeddedthe beliefs and behaviors of
high-performing organizations. Customer focus impactd ahould integrate an organization’s strategic
directions, its work systems and work processes jtarbusiness results.

See the definition of “stakeholders” on page 62tf@r relationship between customers and othersmibbt
be affected by your products.

Customer Engagement

The term “customer engagement” refers to your euets’ investment in or commitment to your brand and
product offerings. It is based on your ongoingigbtb serve their needs and build relationshipshey will
continue using your products. Characteristics st@mer engagement include customer retention ayadtyo
customers’ willingness to make an effort to do basg with your organization, and customers’ williags to
actively advocate for and recommend your brandmaduct offerings.

CycleTime

The term “cycle time” refers to the time requiredl fulfill commitments or to complete tasks. Time
measurements play a major role in the Criteria bseaof the great importance of time performance to
improving competitiveness and overall performari@scle time” refers to all aspects of time performe.
Cycle time improvement might include time to marketler fulfillment time, delivery time, changeowane,
customer response time, and other key measuréaaf t

Deployment

The term “deployment” refers to thlstent to which an approach is applied in addressing ¢ggirements of
a Baldrige Criteria Item. Deployment is evaluatedtioe basis of the breadth and depth of applicaifae
approach to relevant work units throughout the oiggion.

Deployment is one of the dimensions consideredraluating Process Items. For further descriptiee, the
Scoring System on pages-G®.

Diversity

The term “diversity” refers to valuing and benefgifrom personal differences. These differencesessd
many variables, including race, religion, colorpder, national origin, disability, sexual orientettj age and
generational preferences, education, geograptgmo@and skill characteristics, as well as differenin ideas,
thinking, academic disciplines, and perspectives.

The Baldrige Criteria refer to the diversity of yomorkforce hiring and customer communities. Cdiziitag
on both provides enhanced opportunities for highfopmance; customer, workforce, and community



satisfaction; and customer and workforce engagement

Effective

The term “effective” refers to how well a processaomeasure addresses its intended purpose. Debegmi
effectiveness requires (1) the evaluation of how the process is aligned with the organizatioreeds and
how well the process is deployed or (2) the evaunatf the outcome of the measure used.

Empower ment

The term “empowerment” refers to giving people #la¢hority and responsibility to make decisions taie
actions. Empowerment results in decisions being emeldsest to the “front line,” where worklated
knowledge and understanding reside.

Empowerment is aimed at enabling people to satistomers on first contact, to improve processes an
increase productivity, and to improve the orgamizes performance results. An empowered workforce
requires information to make appropriate decisigdhss, an organizational requirement is to prowiot
information in a timely and useful way.

Engagement, Customer

See “customer engagement.”

Engagement, Workfor ce

See “workforce engagement.”

Ethical Behavior

The term “ethical behavior” refers to how an orgation ensures that all its decisions, actions, and
stakeholder interactions conform to the organirésianoral and professional principles. These ppiles
should support all applicable laws and regulatiand are the foundation for the organization’s celtand
values. They distinguish “right” from “wrong.

Senior leaders should act as role models for theseiples of behavior. The principles apply to pdople
involved in the organization, from temporary mensbafthe workforce to members of the board of does;
and need to be communicated and reinforced on @amefasis. Although there is no universal model fo
ethical behavior, senior leaders should ensuretki@gabrganization’s mission and vision are aligmeéth its
ethical principles. Ethical behavior should be ficeel with all stakeholders, including the workferc
shareholders, customers, partners, suppliers,hendrganization’s local community.

While some organizations may view their ethicalnpiples as boundary conditions restricting behavior
well-designed and clearly articulated ethical princighsuld empower people to make effective decisions
with great confidence.

Goals

The term “goals” refers to a future condition orfpemance level that one intends to attain. Goatslwe both
short and longeiterm. Goals are ends that guide actions. Quanttagoals, frequently referred to as
“targets,” include a numerical point or range. Tsgmight be projections based on comparative or
competitive data. The term “stretch goals” refeos desired major, discontinuous (nonincremental) or
“breakthrough” improvements, usually in areas nooisical to your organization’s future success.

Goals can serve many purposes, including
B clarifying strategic objectives and action plangtticate how you will measure success



B fostering teamwork by focusing on a common end
B encouraging “oubf-the-box” thinking (innovation) to achieve a stretch boa
B providing a basis for measuring and accelerating@ss

Governance

The term “governance” refers to the system of mamamt and controls exercised in the stewardshjpof
organization. It includes the responsibilities ofuy organization’s owners/shareholders, board cfctibrs,
and senior leaders. Corporate or organizationaltetsa bylaws, and policies document the rights and
responsibilities of each of the parties and deschibw your organization will be directed and coltdib to
ensure (1) accountability to owners/shareholdedsa@her stakeholders, (2) transparency of operstiand

(3) fair treatment of all stakeholders. Governapoecesses may include the approval of strategection,

the monitoring and evaluation of the CEO’s perfonog the establishment of executive compensatidn an
benefits, succession planning, financial auditingk management, disclosure, and shareholder iagort
Ensuring effective governance is important to stakders’ and the larger society’s trust and to oizgtional
effectiveness.

High-Performance Work

The term “highperformance work” refers to work processes usesystematically pursue evbigher levels
of overall organizational and individual performandncluding quality, productivity, innovation ratand

cycle time performance. Higberformance work results in improved service fostomers and other
stakeholders.

Approaches to higlperformance work vary in form, function, and indeatsystems. Higiperformance work
focuses on workforce engagement. It frequentlyuides cooperation between management and the woelfor
which may involve workforce bargaining units; coogdt®on among work units, often involving teams; the
empowerment of your people, including sdilffected responsibility; and input to planning.also may
include individual and organizational skill builgirand learning; learning from other organizatidtexibility

in job design and work assignments; a flattenedamigtional structure, where decision making is
decentralized and decisions are made closest ttfrtive line”; and effective use of performance reeges,
including comparisons. Many higterforming organizations use monetary and honmoynétaentives based
on factors such as organizational performance, teathindividual contributions, and skill buildinglso,
high-performance work usually seeks to align the orgatium’'s structure, core competencies, work, jobs,
workforce development, and incentives.

How

The term “how” refers to the systems and procesisats an organization uses to accomplish its mission
requirements. In responding to “how” questionshi@ Process Item requirements, process descripiundd
include information such as approach (methods agalsores), deployment, learning, and integratiotofac

Indicators

See “measures and indicators.”

Innovation

The term “innovation” refers to making meaningfblage to improve products, processes, or orgaoirti
effectiveness and to create new value for stakensldnnovation involves the adoption of an ideacpss,
technology, product, or business model that iseeitiew or new to its proposed application. The @ut of
innovation is a discontinuous or breakthrough chamgesults, products, or processes.

Successful organizational innovation is a multigiepcess that involves development and knowledgersi
a decision to implement, implementation, evalugtiamd learning. Although innovation is often asated
with technological innovation, it is applicable &l key organizational processes that would berfeditn



change, whether through breakthrough improvemerda ohange in approach or outputs. It could include
fundamental changes in organizational structur¢herbusiness model to more effectively accomplish t
organization’s work.

Integration

The term “integration” refers to the harmonizatioh plans, processes, information, resource dedsion
actions, results, and analyses to support key agdonwide goals. Effective integration goes beyond
alignment and is achieved when the individual congmts of a performance management system operate as
fully interconnected unit.

See also the definition of “alignment” on page 56.

Integration is one of the dimensions considere@valuating both Process and Results Items. Fohdurt
description, see the Scoring System on pageg®6

Key

The term “key” refers to the major or most impottalements or factors, those that are criticaldoieving
your intended outcome. The Baldrige Criteria, faample, refer to key challenges, key plans, keykwor
processes, and key measures—those that are mosttamipto your organization’s success. They are the
essential elements for pursuing or monitoring arddutcome.

Knowledge Assets

The term “knowledge assets” refers to the accuredlattellectual resources of your organizatioris Ithe
knowledge possessed by your organization and itkfar@e in the form of information, ideas, learning
understanding, memory, insights, cognitive and riexzt skills, and capabilities. Your workforce, sudre,
patents, databases, documents, guides, policiepmtedures, and technical drawings are repositmfe
your organization’s knowledge assets. Knowledgestasare held not only by an organization but reside
within its customers, suppliers, and partners, el w

Knowledge assets are the “kndwew” that your organization has available to useintzest, and to grow.
Building and managing its knowledge assets aredayponents for your organization to create value fo
your stakeholders and to help sustain a competiiantage.

L eadership System

The term “leadership system” refers to how leadprghexercised, formally and informally, throughdie
organization; it is the basis for and the way kegisions are made, communicated, and carried out. |
includes structures and mechanisms for decision inrgaktwo-way communication; selection and
development of leaders and managers; and reinfaceraf values, ethical behavior, directions, and
performance expectations.

An effective leadership system respects the cafiabiland requirements of workforce members anéroth
stakeholders, and it sets high expectations fdopeance and performance improvement. It buildslibgs
and teamwork based on the organization’s visionvages and the pursuit of shared goals. It engmsrand
supports initiative and appropriate risk takingy@wainates organizational structure

to purpose and function, and avoids chains of congmthat require long decision paths. An effective
leadership system includes mechanisms for the tsadeconduct seléxamination, receive feedback, and
improve.

Learning

The term “learning” refers to new knowledge or Iskdcquired through evaluation, study, experiemce]
innovation. The Baldrige Criteria include two diti kinds of learning: organizational and personal.



Organizational learning is achieved through redearod development, evaluation and improvement sycle
workforce and stakeholder ideas and input, -pesttice sharing, and benchmarking. Personal legris
achieved through education, training, and developgat@pportunities that further individual growth.

To be effective, learning should be embedded inathg an organization operates. Learning contribtaes
competitive advantage and sustainability for thgaaization and its workforce. For further descaptiof
organizational and personal learning, see thee@l@bre Value and Concept on page 50.

Learning is one of the dimensions considered iduatmg Process Items. For further description, thee
Scoring System on pages-&®.

Levels

The term “levels” refers to numerical informatiohat places or positions an organization’s resutid a
performance on a meaningful measurement scaleorfehce levels permit evaluation relative to past
performance, projections, goals, and appropriatepasisons.

Measures and Indicators

The term “measures and indicators” refers to nuraérinformation that quantifies input, output, and
performance dimensions of processes, productsrgms projects, services, and the overall orgaioizat
(outcomes). Measures and indicators might be siffg@gved from one measurement) or composite.

The Criteria do not make a distinction between messand indicators. However, some users of tlersest
prefer “indicator” (1) when the measurement relategperformance but is not a direct measure of such
performance (e.g., the number of complaints isnalicator of dissatisfaction but not a direct measuofrit)

and (2) when the measurement is a predictor (‘teptfidicator”) of some more significant

performance (e.g., increased customer satisfantight be a leading indicator of market share gain).

Mission

The term “mission” refers to the overall functioflam organization. The mission answers the questithat
is this organization attempting to accomplish?” Thession might define customers or markets served,
distinctive or core competencies, or technologiedu

Multiple Requirements

The term “multiple requirements” refers to the dual questions Criteria users need to answerinvithch
Area to Address. These questions constitute trealgletf an Item’s requirements. They are preseintdulack
text under each Item’s Area(s) to Address. Thisg@méation is illustrated in the Item format shownpage
30.

Overall Requirements

The term “overall requirements” refers to the tepieriteria users need to address when responditigeto
central theme of an Item. Overall requirements esklthe most significant features of the Item mequents.

In the Criteria, the overall requirements of eatdml are presented in one or more introductory seete

printed in bold. This presentation is illustratadfie Item format shown on page 30.

Partners

The term “partners” refers to those key organizetior individuals who are working in concert witbuy
organization to achieve a common goal or to imprpeeformance. Typically, partnerships are formal
arrangements for a specific aim or purpose, sucio achieve a strategic objective or to delivepactic
product.



Formal partnerships are usually for an extendeibgesf time and involve a clear understanding af th
individual and mutual roles and benefits for thetnpers.

See also the definition of “collaborators” on p&ge

Perfor mance

The term “performance” refers to outputs and thmitcomes obtained from processes, products, and
customers that permit evaluation and comparisoativel to goals, standards, past results, and other
organizations. Performance can be expressed innamefal and financial terms.

The Baldrige Criteria address four types of perfange: (1) product, (2) custorafarcused, (3) financial and
marketplace, and (4) operational.

“Product performance” refers to performance retatie measures and indicators of product and service
characteristics important to customers. Exampleslud® product reliability, otime delivery,
customerexperienced defect levels, and service response. tifor nonprofit organizations, “product
performance” examples might include program andegtoperformance in the areas of rapid response to
emergencies, dtome services, or multilingual services.

“Customerfocused performance” refers to performance relativeneasures and indicators of customers’
perceptions, reactions, and behaviors. Exampldésdacustomer retention, complaints, and customerey
results.

“Financial and marketplace performance” refers éofgrmance relative to measures of cost, revenue, a
market position, including asset utilization, asgetwth, and market share. Examples include retoms
investments, value added per employee, -ttebfjuity ratio, returns on assets, operating margins,
performance to budget, the amount in reserve furaishto-cash cycle time, other profitability and liquidity
measures, and market gains.

“Operational performance” refers to workforce, leeghip, organizational, and ethical performancatingd to
effectiveness, efficiency, and accountability measuand indicators. Examples include cycle time,
productivity, waste reduction, workforce turnowamrkforce crosgraining rates, regulatory

compliance, fiscal accountability, and communitydlvement. Operational performance might be measure
at the work unit level, key work process level, @nganizational level.

Perfor mance Excellence

The term “performance excellence” refers to an grated approach to organizational performance
management that results in (1) delivery of emaproving value to customers and stakeholders,ritring

to organizational sustainability; (2) improvemefwerall organizational effectiveness and captbdj and

(3) organizational and personal learning. The BgddrCriteria for Performance Excellence provide a
framework and an assessment tool for understandiggnizational strengths and opportunities for
improvement and thus for guiding planning efforts.

Perfor mance Proj ections

The term “performance projections” refers to estesaof future performance. Projections may be iefér
from past performance, may be based on competiborsmilar organizations’ performance that musinet

or exceeded, may be predicted based on changesdymamic environment, or may be goals for future
performance. Projections integrate estimates of goganization’s rate of improvement and changd, tary
may be used to indicate where breakthrough imprevenor innovation is needed. While performance
projections may be set to attain a goal, they alag be predicted levels of future performance ihdicate
the challenges your organization faces in achiedngoal. Thus, performance projections serve asya k
management planning tool.



Process

The term “process” refers to linked activities witte purpose of producing a product (or service)ao
customer (user) within or outside the organizatiGenerally, processes involve combinations of peopl
machines, tools, techniques, materials, and impnevis in a defined series of steps or actions. eR3s@s
rarely operate in isolation and must be considémelation to other processes that impact thensdme
situations, processes might require adherencespeeific sequence of steps, with documentation ¢tiomes
formal) of procedures and requirements, includirgj~defined measurement and control steps.

In many service situations, particularly when costes are directly involved in the service, prodesssed in

a more general way (i.e., to spell out what musddiee, possibly including a preferred or expectgjuence).

If a sequence is critical, the service needs tludeinformation to help customers understand atidv the
sequence. Such service processes also requirengaida the providers of those services on handling
contingencies related to the possible actions bawers of those served.

In knowledge work, such as strategic planning, aese development, and analysis, process does not
necessarily imply formal sequences of steps. Ratbercess implies general understandings regarding
competent performance, such as timing, optionsetanbluded, evaluation, and reporting. Sequencehtmi
arise as part of these understandings.

In the Baldrige Scoring System, your process a@ment level is assessed. This achievement levelssd
on four factors that can be evaluated for eachnobr@anization’s key processes: Approach, Deploymen
Learning, and Integration. For further descriptisee the Scoring System on

pages 6670.

Productivity
The term “productivity” refers to measures of tifceency of resource use.

Although the term often is applied to single fastosuch as the workforce (labor productivity), niaeh,
materials, energy, and capital, the productivitpcapt applies as well to the total resources usgddducing
outputs. The use of an aggregate measure of oyeralluctivity allows a determination of whether tiet
effect of overall changes in a process—possiblyliing resource tradeffs—is beneficial.

Purpose

The term “purpose” refers to the fundamental regbahan organization exists. The primary role wfppse
is to inspire an organization and guide its settfiggalues. Purpose is generally broad and endufimg
organizations in different businesses could hawelai purposes, and two organizations in the sansinkss
could have different purposes.

Results

The term “results” refers to outputs and outconwsexved by an organization in addressing the requénts

of a Baldrige Criteria Item. Results are evaluatedhe basis of current performance; performaniedive to
appropriate comparisons; the rate, breadth, andoriapce of performance improvements; and the
relationship of results measures to key organinatiperformance requirements. For further desoniptsee
the Scoring System on pages-66.

Segment

The term “segment” refers to a part of an orgaioméd overall customer, market, product offering, o
workforce base. Segments typically have commonatharistics that can be grouped logically. In Rissul
Items, the term refers to disaggregating results. da a way that allows for meaningful analysis aof
organization’s performance. It is up to each orgatnon to determine the specific factors that iesuso
segment its customers, markets, products, and oumekf



Understanding segments is critical to identifyihg distinct needs and expectations of differentacuoer,
market, and workforce groups and to tailoring pidafferings to meet their needs and expectatidssan
example, market segmentation might be based onbdisbn channels, business volume, geography, or
technologies employed. Workforce segmentation might based on geography, skills, needs, work
assignments, or job classifications.

Senior Leaders

The term “senior leaders” refers to an organizasiogenior management group or team. In many
organizations, this consists of the head of thamization and his or her direct reports.

Stakeholders

The term “stakeholders” refers to all groups tha&t @r might be affected by an organization’s actiand
success. Examples of key stakeholders might inclugsomers, the workforce, partners, collaborators,
governing boards, stockholders, donors, suppltaspayers, regulatory bodies, policy makers, fusdend
local and professional communities.

See also the definition of “customer” on page 57.

Strategic Advantages

The term “strategic advantages” refers to thoseketplace benefits that exert a decisive influenoean
organization’s likelihood of future success. Theslvantages frequently are sources of an organigstio
current and future competitive success relativetter providers of similar products. Strategic adages
generally arise from either or both of two sourc€ly: core competencies, which focus on building and
expanding on an organization’s internal capabdijtend (2) strategically important external resesyavhich
are shaped and leveraged through key externaiomships and partnerships.

When an organization realizes both sources of egfi@tadvantage, it can amplify its unigue internal
capabilities by capitalizing on complementary calit#s in other organizations.

See the definitions of “strategic challenges” amtrdtegic objectives” below for the relationship ceng
strategic advantages, strategic challenges, arstriiegic objectives an organization articulateaddress its
challenges and advantages.

Strategic Challenges

The term “strategic challenges” refers to thosesguees that exert a decisive influence on an ozgéion’s
likelihood of future success. These challengesuieatly are driven by an organization’s future cotitpe
position relative to other providers of similar guzts. While not exclusively so, strategic challeng
generally are externally driven. However, in resping to externally driven strategic challenges, an
organization may face internal strategic challenges

External strategic challenges may relate to custammarket needs or expectations; product or telcigical
changes; or financial, societal, and other risksneeds. Internal strategic challenges may relatanto
organization’s capabilities or its human and otlesources.

See the definitions of “strategic advantages” astthtegic objectives” on this page for the relalip among

strategic challenges, strategic advantages, arstitfiegic objectives an organization articulatesddress its
challenges and advantages.

Strategic Objectives

The term “strategic objectives” refers to an orgation’s articulated aims or responses to addregsrm
change or improvement, competitiveness or socmleis, and business advantages. Strategic objectives



generally are focused both externally and inteynafid relate to significant customer, market, poydaor
technological opportunities and challenges (stiatechallenges). Broadly stated, they are what an
organization must achieve to remain or become ctitiygeand ensure lonterm sustainability. Strategic
objectives set an organization’s longerm directions and guide resource allocationsraditributions.

See the definition of “action plans” on page 56 tloe relationship between strategic objectives actebn
plans and for an example of each.

Sustainability

The term “sustainability” refers to your organipatis ability to address current business needstarithve
the agility and strategic management to prepareessully for your future business, market, andraiieg
environment. Both external and internal factorsdneebe considered. The specific combination ofdiec
might include industrywide and organizatispecific components.

Sustainability considerations might include work®r capability and capacity, resource availability,
technology, knowledge, core competencies, workesyst facilities, and equipment. Sustainability mibé
affected by changes in the marketplace and custgreferences, changes in the financial markets, and
changes in the legal and regulatory environmentaddition, sustainability has a component related t
day-to-day preparedness for re@he or shortterm emergencies.

In the context of the Baldrige Criteria, the impa€tyour organization’s products and operationssoaciety
and the contributions you make to the wading of environmental, social, and economic systane part of
your organization’s overall societal responsil@hti Whether and how your organization addressels suc
considerations also may affect its sustainability.

Systematic

The term “systematic” refers to approaches thawsléordered, are repeatable, and use data andmafmn
so learning is possible. In other words, approadues systematic if they build in the opportunity fo
evaluation, improvement, and sharing, thereby péingia gain in maturityFor use of the term, see the
Scoring Guidelines on page 68.

Trends

The term “trends” refers to numerical informatidmat shows the direction and rate of change for an
organization’s results. Trends provide a time sageef organizational performance.

A minimum of three historical (not projected) dat@ints generally is needed to begin to ascertdirerzd.
More data points are needed to define a statitivalid trend. The time period for a trend is detmed by
the cycle time of the process being measured. &hoytle times demand more frequent measuremeiig wh
longer cycle times might require longer time pesibeéfore meaningful trends can be determined.

Examples of trends called for by the Criteria inigudata related to product performance, customdr an
workforce satisfaction and dissatisfaction resufiesancial performance, marketplace performanced an
operational performance, such as cycle time andymtovity.

Value

The term “value” refers to the perceived worth gfraduct, process, asset, or function relativeost end to
possible alternatives.

Organizations frequently use value consideratiordetermine the benefits of various options retativtheir
costs, such as the value of various product andcsecombinations to customers. Organizations rteed
understand what different stakeholder groups vahet then deliver value to each group. This freqyentl
requires balancing value for customers and otlaesiolders, such as your workforce and the communit



Values

The term “values” refers to the guiding principkesd behaviors that embody how your organizationiend
people are expected to operate. Values reflectraimfiorce the desired culture of an organizatioalués
support and guide the decision making of every fosde member, helping the organization accomplish i
mission and attain its vision in an appropriate nen Examples of values might include demonstrating
integrity and fairness in all interactions, excegdcustomer expectations, valuing individuals aivergity,
protecting the environment, and striving for pemfance excellence every day.

Voice of the Customer

The term “voice of the customer” refers to your gges for capturing customeglated information.
Voice-of-the customer processes are intended to be proastiveontinuously innovative to capture stated,
unstated, and anticipated customer requiremenpeotations, and desires. The goal is to achieveowies
engagement. Listening to the voice of the customight include gathering and integrating variousetyf
customer data, such as survey data, focus groupnfiad warranty data, and complaint data, that affec
customers’ purchasing and engagement decisions.

Vision

The term “vision” refers to the desired future staf your organization. The vision describes whibe
organization is headed, what it intends to be,cov hh wishes to be perceived in the future.

Work Processes

The term “work processes” refers to your most inguar internal value creation processes. They might
include product design and delivery, customer sapmupply chain management, business, and support
processes. They are the processes that involven#tperity of your organization’s workforce and pragu
customer, stakeholder, and stockholder value.

Your key work processes frequently relate to yooireccompetencies, to the factors that determine you
success relative to competitors, and to the faatorsidered important for business growth by yaniar
leaders.

Work Systems

The term “work systems” refers to how the work ofiy organization is accomplished. Work systemslire/o
your workforce, your key suppliers and partnersyryoontractors, your collaborators, and other camepts

of the supply chain needed to produce and delieer yproducts and your business and support prozesse
Your work systems coordinate the internal work psses and the external resources necessary faioyou
develop, produce, and deliver your products to yaustomers and to succeed in your marketplace.

Decisions about work systems are strategic. Thesgsidns involve protecting and capitalizing on ecor
competencies and deciding what should be procurgutarluced outside your organization in order to be
efficient and sustainable in your marketplace.

Workforce

The term “workforce” refers to all people activéhywolved in accomplishing the work of your orgartiaa,
including paid employees (e.g., permanent,-par¢, temporary, and telecommuting employees, dt ase
contract employees supervised by the organizatiod) volunteers, as appropriate. The workforce detu
team leaders, supervisors, and managers at alsleve



Workforce Capability

The term “workforce capability” refers to your orgaation’s ability to accomplish its work processes
through the knowledge, skills, abilities, and cotepeies of its people.

Capability may include the ability to build and &is relationships with your customers; to innovatel
transition to new technologies; to develop new potsl and work processes; and to meet changing dsssin
market, and regulatory demands.

Workforce Capacity

The term “workforce capacity” refers to your orgaation’s ability to ensure sufficient staffing lésdo
accomplish its work processes and successfullyaeliour products to your customers, including abéity
to meet seasonal or varying demand levels.

Wor kforce Engagement

The term “workforce engagement” refers to the exteh workforce commitment, both emotional and
intellectual, to accomplishing the work, missiomdavision of the organization. Organizations witighh
levels of workforce engagement are often charastdriby highperforming work environments in which
people are motivated to do their utmost for thedfierof their customers and for the success of the
organization.

In general, members of the workforce feel engagkdnathey find personal meaning and motivation @irth
work and when they receive positive interpersomal @orkplace support. An engaged workforce benefits
from trusting relationships, a safe and cooperativgronment, good communication and informatiawil
empowerment, and performance accountability. Keyofa contributing to engagement include training a
career development, effective recognition and rdwsystems, equal opportunity and fair treatmenti an
family friendliness.



