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What is Baldrige Performance Excellence?
· An integrated management framework, built around principles of quality, that delivers improved value

·  Gets results by improving organizational effectiveness, learning, and capabilities

· Created by Congress,  National Baldrige Quality Improvement Act of  1987,  Administered by NIST
·  Only Presidential award program dedicated to improving quality of U.S. organizations goods and services 
Malcolm Baldrige - U.S. Secretary of Commerce, 1981-1987

· Advocate of quality management

· Committed to improving economy, efficiency,  and effectiveness in public and private-sectors

· Managerial excellence contributes to long-term improvement in efficiency of government & business
National Baldrige Award Recipient Examples:
Over the past 5 years a hypothetical stock index made up of companies that have received the Baldrige Award has outperformed the S&P 500 by more than 2.5 to 1
· IBM


AT&T



Merrill Lynch

Baptist Hospital, Inc.
· Motorola

U.S. Army Picatinny Arsenal
Corning 

Federal Express
· SSM Health Care
Cadillac



Boeing


Caterpillar
Baldrige Core Values and Concepts

· Visionary Leadership

· Social Accountability

· Managing by Fact and Innovation

· Focus on Future and Getting Results
· Commitment to Employees and Partners

· Organizational and Personal Learning

· Systems Perspective and Adaptability
Baldrige Quality Criteria
1. Leadership

· Set values and guiding principles

· Communicate direction and priorities

· Role model to create optimism and mentor future leaders
· Promote active customer focus

2. Strategic Planning

· Analysis of plans and operations

· Set planning horizons

· Benchmark world class standards

· Address key stakeholder needs

3. Customer and Market Focus

· Assess customer requirements

· Build customer relationships and manage complaints aggressively

· Integrate voice of the customer into operations
4. Measurement, Analysis, and Knowledge Management
· Identify metrics and measures and establish a culture of accountability
· Make key data accessible to everyone

· Create dialogue and share results across organization
5. Workforce Focus

· Assess workforce requirements and align workforce with key processes
· Engage and value employees

· Commit to high performance culture

· Educate and develop workforce
6. Process Management

· Systems perspective – Change to one process affects the whole
· Analyze process requirements

· Design processes to meet requirements

· Manage and improve processes and share best practices

7. Business Results
· Achieve Positive Outcomes in all 6 Baldrige Criteria
Applying Baldrige to NWS Today:   Leadership
How senior leaders guide and sustain organizational vision, values, and performance expectations.
Create “agency aligned” Vision and Values Statements
·  DVN Vision: Provide “World Class” climate, water and weather products and services, through the infusion of advanced science and technology, dedicated teamwork, superior customer service, and steadfast public outreach.
·  DVN Values: We are committed to excellence, providing customer oriented service through teamwork, professionalism, and integrity.
Sustainability and Leadership Development 

·  Participate in Regional Leadership Development Initiatives

·  Establish local Leadership Development Programs

·  Enroll staff in NWSTC/COMET/WDTB Residence Courses

·  Utilize Commerce E-learning and other local training
Applying Baldrige to NWS Today:   Strategic Planning

Organizational alignment, sustainability, and maintaining a competitive environment are key strategic issues that must be part of organizational planning

Identify Strategic Priorities (limit 3 to 5) 
· Goals must be directly aligned with NOAA / NWS Mission

· Open dialogue between Staff, NWSEO, and Management Team
WFO Quad Cities FY10 Strategic Priorities 
· Ambassadorship

· Verification Improvement

· StormReady Expansion

· Local Incident Decision Support – NIMS

· Maintain Professional Facility
Align and Strengthen Strategic and Spending Plans
·   Solicit Key Stakeholder and Customer Input

·   Prioritize Goals

·   Define Metrics

·   Measure Progress and Celebrate Success

·   Establish Culture of Accountability
Applying Baldrige to NWS Today:   Customer and Market Focus

Define key customer segments.  Meet their decision support requirements and exceed their expectations.

Commit to establishing closer working relationships.  What can we do to increase customer loyalty? 
·  Involve all staff in outreach…not just WCM or SCH

·  Identify opportunities to improve products and services

·  Run proposed changes past key customers 

·  Infuse new science and technology 

·  Share local and national goals with customers

·  Include customer input in local Operating Plans - DVN Ex:  Partners Committed to Excellence (PACE)
Applying Baldrige to NWS Today:   Measurement, Analysis, and Knowledge Management
Develop metrics to measure performance and improve organizational knowledge.  GPRA metrics + local internal measures –Metrics need to be Specific, Measurable, Attainable, Realistic, and Timely (SMART)
Internal Process Measures – Analyze data for trends 

· # Training Modules Completed

· NDFD Timeliness, Completeness, and Consistency

· # Storm Spotters and StormReady Communities
· # Warnings issued without Errors

· Upper Air Ranking Scores and A-26 Turnaround Time
· # Coop Program Observers Visited, etc.
Applying Baldrige to NWS Today:   Workforce Focus
Create and maintain a high performance workplace.  Engage workforce to enable organization to succeed
Make high performance part of office culture
·  Praise Publicly

·  Make Safety a High Priority

·  Keep Communication Flowing -  Open Door Policy, Program Managers Weekly Update,  Meetings
·  Award Staff - Apply for Regional Cline Awards, DOC/NOAA Medals, Unit Citations – Brain Bucks
Diversity

· How do we get the very best from every employee to accomplish mission?

· Different generational outlooks, abilities, skills, and needs
· Different Training Requirements

· Sustainability - many federal workers are retiring

· Child & Elder Care - population is aging
· Shift-worker needs

· Gender and Cultural Differences.  How do we meet these needs?
Applying Baldrige to NWS Today:   Process Management

Develop systems perspective mindset to define office goals. Identify key processes required to achieve success

Understand agency’s key value creation process.  Identify work processes requirements that support it.
·  Work Force Training Needs

·  Data Acquisition and Technology Infusion

·  Systems Maintenance

·  Customer Service and Outreach

·  Public - Private Sector Relationship

·  Budget Constraints

Improve warning verification processes (both GPRA and local goals)
·  Review stats to raise staff awareness

·  Define SMART metrics and measures
·  Assign “accountability” to metrics

·  Develop new or modify processes to improve

·  Challenge and motivate staff to improve

·  Celebrate accomplishments

DVN Examples:

·  Raising the “Steaks” I & II - Summer 06/09

·  “Focus” on Flash Floods - Spring 2008

·  “Gear Up” for Aviation Improvement - Winter 06/07

WFO Quad Cities Baldrige Journey:  2 ½ year application process – on-going
· Brainstorming sessions - 11 employees involved
· Internal critical assessment of WFO programs

· 10 month process (Oct 2005 to Jul 2006):  MIC/DAPM wrote 50 page application

· Submitted application to Iowa Quality Center:   Jul 2006

· Received ”non-prescriptive” consultation report from Baldrige team of examiners:   Nov 2006

· Re-wrote application and re-applied:   Dec 2006 to  Jul 2007

· Received Baldrige  Examiners Board Site Visit:   Nov 2007

· Awarded Bronze Recognition by Iowa Governor:   Feb 2008
2008 Baldrige Award Recipients:  (State of Iowa Level)
· Genesis Health Care System


NWS - WFO Quad Cities
· Cedar Rapids Community Schools

Iowa State University Maintenance Department

· Eaton Transmissions


St. Luke’s Iowa Health System

Bottom Line:  What’s in it for the NWS?  - Organizational Return on Investment
· Assessment:  Data gathering/analysis provides internal self-assessment of programs and processes

·  Feedback:   Analysis by certified examiners from manufacturing, healthcare, and education identify strengths and OFIs.  Provides objective business perspective of office

·  Site Visit:  For potential recognition recipients   

·  Public Recognition:   Gov of Iowa at IRPE banquet,  Interact with Top Corporate Executives, Media
Bottom Line:  What’s in it for the NWS? - Organizational Return on Investment

·  Alignment:  To agency mission and goals

·  Integration:   Builds on alignment so individual office components and processes can work together

· Working Tool:  Non-prescriptive feedback to integrate improvement into daily operations

· Cost:  Comparable consulting fees would approach $50,000 if private consultant provided feedback
Bottom Line:  What’s in it for me? - Personal Return on Investment
· Provided a proven business model to help me analyze and improve office processes

· Taught me agility to effectively adapt to change
· Expanded knowledge of quality tools (e.g., LEAN, 5S) and how to apply them to operations    
·  Enhanced my leadership skills which has produced a positive impact
· Achieved Results!

Six Baldrige Challenges for the Future

· Go beyond today’s performance management and quality systems.  They will not deliver future results
· Measure, analyze, and execute for alignment
· Evaluate and improve with a purpose.  Focus on the important
· Build flexible strategies: only change is a given
· Anticipate the needs and desires of a diverse workforce and a diverse customer base
· Manage knowledge, stimulate innovation, support people, learn and grow as an organization
-------------------------------------------------------------------------------------------------------------------------------------------------------

Baldrige and Other Quality Program Resources

Top Four Resources:

· NIST Baldrige Website:   www.quality.nist.gov 
· Intro to Baldrige:   www.quality.nist.gov/eLearning/Guide to Performance Excellence/player.html 

· The Alliance for Performance Excellence:   www.baldrigepe.org/alliance

· American Society for Quality (ASQ) Govt Division:   www.asq.org/government/why-quality/overview.html 

Additional Tools and Resources:

· Quality Digest - Quality Government:   www.qualitydigest.com/may97/html/qmanage.html

· Model to Improvement:   www.aap.org/qualityimprovement/quiin/resources/ModelforImprovement.pdf

· LEAN Government and Innovation:  www.governing.com/column/promise-going-lean

· Quality Tools and Templates:
· www.isixsigma.com/tt
· www.syque.com/quality_tools
· Baldrige Nonprofit:   www.nist.typepad.com/baldrige_program/2010/02/baldrige-for-nonprofits-1.html 

· Govt Satisfaction Score:  www.theacsi.org/index.php?option=com_content&task=view&id=27&Itemid=62

· American Customer Satisfaction Index:   www.theacsi.org

