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MESSAGE FROM THE OFFICE OF PERFORMANCE EXCELLENCE
The Office of Performance Excellence is requesting applications for the seventh annual Energy Performance Excellence Awards Program (EPEA).  During the prior six years, a total of 101 organizations representing over 78,259 DOE, laboratory and contractor personnel have submitted applications.  The efforts and achievements of 67 of these applicants have been recognized through the formal presentation of Energy Performance Excellence Awards.

The goals of the Energy Performance Excellence Awards continue to be:

· positively reinforce the wide adoption of the quality ethic throughout the Energy complex;

· provide independent, constructive feedback to each participating organization;

· publicly recognize those organizations which demonstrate quantifiable achievements in Business results, customer service and commitment to continuous improvement; and

· be inclusive and encourage applications from a widening circle of DOE’s organizations.

The Department of Energy Strategic Plan and the Performance Agreement with the President of the United States continues to reinforce the requirement to use the Malcolm Baldrige National Quality Award Criteria for Performance Excellence (Department of Energy Criteria for Performance Excellence) to assess Department element and contractor company performance.  The assessment is intended to help organizations develop systematic approaches (processes) and solid deployment (implementation) of those approaches in order to achieve excellent results.

Because the goals of the Energy Performance Excellence Awards process are not simply to identify and recognize “best in class,” the yearly experiences—successes and opportunities for improvement—of all participants are solicited and studied.  Wherever possible, changes that facilitate greater participation and attainment of the goals of the Awards process are implemented.  This process, for example, led us to conclude that site visits were so beneficial that they should be continued every year for all applicants.

The Energy Performance Excellence Awards Application Preparation Guide (Guide) focuses on how to write an EPEA application and includes the 2000 Malcolm Baldrige Performance Excellence Criteria for use in the 2001 Program, which has been named the Department of Energy Criteria for Performance Excellence.

All 2001 EPEA applications must be written to the 2000 Department of Energy Criteria for Performance Excellence.  The total page limitation for Year 2001 applications is 70 including 5 pages of business overview and 65 pages of narrative written against the criteria.  The 2001 Energy Performance Excellence Awards Application form on page F2 of this Guide must be included with your application and is not counted as a page.

Thank you in advance for participating and have fun preparing your application!

In 1999, the Office of Performance Excellence established the EPEA Hall of Fame.  Since its inception, six people have been inducted into the Hall of Fame in recognition of their long-term commitment to the program (see page vi).  The 2000 inductees include three Senior Examiners and one Judge.  The Office of Performance Excellence is honored to have the time, talent, and devotion of these people.

The Office of Performance Excellence – September 2000


THE DEPARTMENT OF ENERGY

ENERGY PERFORMANCE EXCELLENCE AWARD PROGRAM

HALL OF FAME

The EPEA Program has been built, molded, and refined through the hard work of many people and each has been recognized annually for their contribution.  Among the many who have contributed to the success of the EPEA Program are those who have given their time and talent for five years.  The Department of Energy Office of Performance Excellence appreciates the long-term support of the following individuals and recognizes them for their commitment to the EPEA Program by inducting them into the EPEA Hall of Fame.

Year 
Inductee

Role


Organization


Service
1999
Paula Weir

Senior Examiner
Department of Energy 

1995 – 1999








Energy Information








Administration

1999
Dick O’Brien

Judge


O’Brien Associates

1995 – 2000

2000
John Rich

Judge


Potomac Electric Power Co.
1996 – 2000

2000
Joyce Hopperton
Senior Examiner
Wackenhut Services, Inc.
1996 – 2000








Savannah River Site

2000
Byron Hunt

Senior Examiner
Wackenhut Services, Inc.
1996 – 2000








Savannah River Site

2000
Robin Mudd

Senior Examiner
Department of Energy

1995 – 1998, 2000








Office of Training and 








Human Resource Development

VISION
The Energy Performance Excellence Award is recognized as the governmental standard for an internal agency quality award program. 


MISSION
The Energy Performance Excellence Award, through the Office of Performance Excellence, promotes and helps organizations throughout the Department of Energy complex demonstrate superior value to their customers.  The Office also reinforces the adoption of a sound quality ethic through the use of the Department of Energy Criteria, which is based on a proven and successful United States consensus standard—the Malcolm Baldrige Performance Excellence Criteria.


STRATEGIC OBJECTIVES
1.
Positively reinforce the adoption of the quality ethic throughout the DOE complex.

2.
Provide constructive feedback to applicant organizations that will stimulate further improvements.

3.
Recognize organizations for their level of performance demonstrated through quality management, service to customers, and commitment to excellence.

4.
Demonstrate the achievement of planned growth in performance excellence as measured by the award level given to organizations that participate in the Program over several years.

5.
Using the Department of Energy Criteria for Performance Excellence to demonstrate continuous organizational improvement.  (Reference: DOE/PO-0053, Strategic Plan: Corporate Management Objective 3, Strategy 4, bullet 6)
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THE YEAR 2001 AWARDS
The Energy Performance Excellence Award Program recognizes performance through five levels: 

Excellence Award
Achievement Award
Accomplishment Award
Champion Award
Commendation Recognition
An application entry process is open to all organizations meeting the eligibility criteria on page 5.  Applications are to be submitted no later than April 17, 2001.  Applicants will be eligible for all of the award forms of recognition shown above.  Each award is described in detail beginning on page 4.  There is no limit on the number of recipients for any of the awards and recognition named above.   Evaluation of all submitted applications will follow the criteria found in the 2000 Department of Energy Criteria for Performance Excellence.  Those categories are:

2000 Department of Energy Criteria for Performance Excellence
1.
Leadership

2.
Strategic Planning

3.
Customer and Market Focus

4.
Information and Analysis

5.
Human Resource Focus

6.
Process Management

7.
Business Results

Applications written to criteria other than that stated above will not be accepted. Applicants should prepare their applications using the 2000 Department of Energy Criteria for Performance Excellence enclosed in this Guide, beginning on page 15.  See “A Starter Guide for Preparing an Energy Performance Excellence Award Application” on page 7 and the Scoring Guidelines located in the Appendix on pages F7 and F8.

EXAMINERS
Examiners, who self-nominate (see pages F3-F6 in the forms section at the back of this Guide) and complete the 2001 training, will evaluate applications using the 2000 Department of Energy Criteria for Performance Excellence.  Applicants are requested to provide Examiners based upon the organization’s size (see page 5). Examiners from organizations not submitting an application this year are encouraged to participate in the awards process; their self-nomination forms will also be considered.  Federal personnel from other agencies may also self-nominate for the Energy Performance Excellence Award Board of Examiners.


BENEFITS OF PARTICIPATING
As a participant in the Energy Performance Excellence Award Program, you can expect to receive numerous benefits.  Some are listed below:

· Meet the Government Performance and Results Act (GPRA) requirements for federal organizations to “improve Federal program effectiveness and public accountability by promoting a new focus on results, service quality, and customer satisfaction” and to “improve internal management of the Federal Government” through the DOE Energy Performance Excellence Award process.

· Increase customer satisfaction by showing them you are committed to quality through the assessment and improvement of your organization’s performance.

· Accelerate your ability to improve your products, services, internal processes, and your organization’s capabilities.

· Receive the necessary education and training to bring your organization’s awareness of quality principles and practices to a higher level.

· Gain an understanding of the Department of Energy Criteria for Performance Excellence evaluation, and scoring process.

· Receive a third party, independent assessment without the expense of external consultants.

· Improve your ability to self-assess and analyze business processes identifying strengths and opportunities for improvement.

· Receive recognition throughout the Department of Energy complex for your efforts and achievements at a special awards ceremony.

· Use the recognition you receive in your future presentations, correspondence, and other forms of communication.

· Obtain the opportunity to benchmark your quality and business systems as well as your approaches and deployment methodologies with others.

· Become part of an in-house cadre of business process improvement experts.

Organizations such as Energy Information Administration, Los Alamos National Laboratory, Lockheed Martin Energy Systems Analytical Chemistry Organization, Strategic Petroleum Reserve Project Management Office, and Wackenhut Services, Inc., Savannah River Site used the EPEA process to take advantage of the benefits described above.  As a result, each of these organizations advanced from either the Commendation Recognition or Champion Award to the Accomplishment Award.  Some such as Energy Information Administration, Lockheed Martin Energy Systems Analytical Chemistry Organization continued to advance to the Achievement Award, and Wackenhut Services, Inc., Savannah River Site, to the Excellence Award.

Progression through the EPEA Program such as demonstrated by these organizations is a direct result of learning about opportunities for improvement from the Examiner Teams and implementing actions that yield a higher level of performance.  Your organization can receive the same benefits and recognition for achieving a higher level of performance.  Why not take the first step and submit an EPEA application for year 2001.

FEEDBACK TO APPLICANTS
Each applicant receives a written feedback report at the conclusion of the review process.  The feedback is based upon the applicant’s responses to the Department of Energy Criteria for Performance Excellence and site visit findings.  Previous applicants have found the feedback report to be invaluable in developing an improvement action plan.  See page 72 for a listing of organizations that have used the Energy Performance Excellence Award feedback to improve organizational performance and are willing to share their experience and application.

CONFIDENTIALITY
All applications will be treated as business confidential.  Applicants are not expected to provide or to reveal classified or proprietary information regarding products, processes or services.  Examiners are assigned in a way to avoid conflicts of interest.  All Examiners sign nondisclosure agreements.

OBJECTIVITY
For the award process to be effective, there must be unquestionable fairness and objectivity for all concerned.  The following policies are enforced.

· Members of the Panel of Judges are non-DOE affiliated, industry-recognized quality experts.

· The decisions of the Panel of Judges are submitted as recommendations to the Secretary of Energy.

· The Secretary of Energy uses the Judges’ recommendations to make final decisions for awards.

· Each Examiner and Judge is bound by a strict Code of Ethics and may not participate in any scoring or recognition decision where there may be, or could appear to be, any personal, professional, financial or other relationship or potential or perceived conflict of interest.  Note, however, that all Examiners are encouraged to support the development of applications by their own and/or other organizations as a valuable part of the continuous learning experience for all.

AWARD AND ENTRY REQUIREMENTS
The Energy Performance Excellence Award Program is based on the promotion of performance excellence through the five performance levels:

Excellence Award - This is the top award given.  It represents refined to outstanding approaches with evidence of continuity and maturity in many areas.  Basis for further deployment and integration is in place.  May be industry leader or benchmark leader in some areas.  Refined to excellent deployment with good to excellent improvement demonstrated in most areas and evidence of sustained results.  Good to excellent integration.  Evidence of industry leadership and some benchmark leadership.  Evidence of national and world leadership.

Achievement Award - Recognition through receiving this award represents a sound, systematic approach responsive in many areas, with a fact-based improvement process in place in key areas.  No major gaps in deployment.  Improvement trends and/or good performance for most areas of importance.  Evidence of key measures, good deployment, and good results in most areas.  Some outstanding activities and results are clearly demonstrated.

Accomplishment Award - This award recognizes effective approaches in many areas, but deployment in some areas is still at early stages.  Further deployment, measures, and results are needed to demonstrate integration, continuity, and maturity.

Champion Award - Recognition by this award represents a systematic approach to the primary purposes of most items, but deployment in some key areas is still too early to demonstrate results.  Early improvement trends in some areas of importance to key requirements are evident.

Commendation Recognition - Commendation recognizes the early stages of a systematic approach to the primary purposes of the Performance Excellence Items, but major gaps exist in approach and deployment of some Categories.  Early stages of obtaining results stemming from approaches are evident. 

Applications prepared for evaluation against the criteria for these awards are a maximum of 70 pages in length.  This limit includes a 5-page (maximum) business overview and a 65-page assessment (counting all illustrative material such as charts, graphs, quality vision statement, etc.).  The assessment is written to all Criteria found in the 2000 Malcolm Baldrige Items.

Applicants are required to have a two-to-five day site visit based on organization size.  Following the site visit, the applicant will receive a written feedback report and have access to improvement effort support from the Office of Performance Excellence.  The applicant agrees to provide one or more Examiner trainees for the year 2001 based on the number of employees in the organization (see page 5). 

ELIGIBILITY
The Energy Performance Excellence Award Program is open to federal organizations, laboratories, and managing and operating (M&O) and managing and integrating (M&I) contractors meeting the following criteria:

1.
The organization is a first-tier DOE federal organization with at least 25 full-time federal employees (i.e., an organization whose leader reports to the Office of the Secretary), OR
2.
The organization is a second-tier or lower autonomous DOE federal organization with at least 25 full-time federal employees, OR
3.
The organization is a DOE laboratory, or DOE M&O or DOE M&I contractor, or an autonomous unit thereof with at least 25 full-time employees.

Applications by organizations that do not satisfy one of these criteria may be considered on a case-by-case basis through submission of a “Notice of Intent to Apply” or by calling Dr. John Vetter, Office of Performance Excellence at 202-287-1600 or sending an Email to john.vetter@hq.doe.gov.

SUPPORTING SERVICE
Applicants receiving recognition and awards are encouraged to support the development of performance excellence and understanding for others participating in the Energy Performance Excellence Award Program. Support includes providing Examiner trainees for the application reviews and providing education and improvement effort support requested by other applicants.

The number of Examiner trainees to be nominated from each applicant will be based on the number of employees in the organization, as follows:

0 -  400
Employees:
One Examiner Trainee

    401 –  800
Employees:
Two Examiner Trainees

    801 - 1500
Employees:
Three Examiner Trainees

  1501 - 2500
Employees:
Four Examiner Trainees

  2501 +
Employees:
Five Examiner Trainees

Please note that these are targets and may be exceeded.  Examiner nomination forms are included with this Guide (see pages F3-F6 and are required to be submitted by February 19, 2001, to the Office of Performance Excellence, attention Dr. John Vetter, via facsimile (202-287-1861).

SCHEDULE FOR 2001
Notification of Intent to Apply




February 19, 2001

Examiner Self-nomination and Conflict of Interest Form due
February 19, 2001

Applications due





April 17, 2001

Examiner Training and Application Evaluation


June 3-8, 2001

Site Visits






June 11-August 4, 2001

Judges and Feedback Reports to Office of Performance Excellence
August 7, 2001

Judges receive total package




August 15, 2001

Convene Panel of Judges




September 4, 2001

Secretarial approval




September 14, 2001

Feedback Reports distributed




September 24, 2001

Presentation of Awards




October 16, 2001*

*Note: Presentation of Awards date may change to accommodate the Secretary of Energy’s calendar.

APPLICATION PROCEDURE
Intent to Apply and Submission of Applications

Organizations wishing to apply for an Energy Performance Excellence Award should submit their “Notice of Intent to Apply” by February 19, 2001, (use form on page F1) to Attn: Dr. John Vetter of the Office of Performance Excellence via facsimile (202-287-1861).  Applications must be provided in electronic .pdf file format. The applications should be sent via e-mail to john.vetter@hq.doe.gov. by April 17, 2001.  Color charts and graphs may be used, however special graphics and artwork are discouraged.  A 2001 Energy Performance Excellence Award Application form found on page F2, should be included in the file. A signed version of this form should be faxed to Dr. John Vetter at 202-287-1861.  We believe that these changes will increase processing speed and reduce costs by eliminating mass reproduction and shipping costs of applications.

Application Assistance

If you have questions concerning the award levels or application process, please contact:

Homer Crothers (865-977-9941) hlcrothers@mindspring.com

James Haynes (702-295-1086) haynes@nv.doe.gov

Shirley Peterson (505-845-6393) speterson@doeal.gov

Donald Randall (510-422-9433) randall2@llnl.gov

John Vetter (202-287-1600) john.vetter@hq.doe.gov
A STARTER GUIDE FOR PREPARING AN 

ENERGY PERFORMANCE EXCELLENCE AWARD APPLICATION
Introduction
Preparing a written application for the Energy Performance Excellence Award Program can be a great amount of work or a normal course of business.  It all depends on how well your organization is structured in terms of processes for the collection, integration, and analysis of data and information.  If your organization is systematically aligned, the data and information that normally flows from the systems and interrelated processes will provide all that is needed for writing an application.  However, if you are just beginning to design and implement systems and interrelated processes, the greatest effort will be searching for the data and information.  The exercise of writing an Energy Performance Excellence Award application is a self-assessment, which is in and of itself a very revealing and rewarding journey toward the establishment of a systematically managed organization.

Application and Development Process

The quality level of your application will reflect the quality level of your organization’s business systems and processes.  It is the quality level of your business systems and processes that is being evaluated and recognized through the Energy Performance Excellence Award Program.  Regardless the quality level of your business systems and processes, the approach to the preparation of an Energy Performance Excellence Award application has the same ingredients.

Those ingredients include the following:

· Assemble a team that includes people from different functions and different organizational levels,

· Involve at least one key senior management leader of the organization,

· Designate a team leader,

· Designate a facilitator,

· Maintain a manageable team size (depending upon the organization size this could be seven to twenty people), and

· Use the seven Categories of the Department of Energy Criteria for Performance Excellence as a system not as independent units.

If possible divide the team into four sub-teams as shown in Table 1 below.

Table 1, EPEA Application Team Formation

	Sub-teams
	No. of People
	Category
	Category Description

	All Sub-teams
	7-20
	1.0
	Business Overview/Leadership

	Sub-team A
	1-5
	2.0

4.0
	Strategic Planning

Information and Analysis

	Sub-team B
	1-5
	5.0
	Human Resource Focus

	Sub-team C
	1-5
	6.0

7.0
	Process Management

Business Results

	Sub-team D
	1-5
	3.0
	Customer and Market Focus


A process for preparing an application can work as shown in Fig.1 below and described on page 9.
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Figure 1: EPEA Application Development and Production Process

Some important activities occur in each step of the EPEA Application Development and Production Process illustrated in Fig. 1.  Those activities include the following:

Step 1.
Each team member reads the Department of Energy Criteria for Performance Excellence and related Notes, Core Values, and Item Descriptions.  Both the Core Values and Item Descriptions are found in the back of the Department of Energy Criteria for Performance Excellence booklet.  The entire team works together to develop a project plan that identifies major milestones and completion dates within the suggested framework of Fig. 1.

Step 2.
The entire team works together on the Business Overview and Category 1, Leadership, collecting pertinent data for both and assessing organizational performance for Category 1.  After the Business Overview and Category 1 are completed, team members separate into their assigned sub-team(s) and begin collecting pertinent data for assessment of their respective category or categories. When all sub-teams have completed their work, they reconvene as one team, report their findings to one another and identify more ideas and new information that can be used in the application.

Step 3.
The assessments completed in Step 2 are used to write the first draft of the application.  Appropriate graphics including an organization chart, flowcharts, tables, figures, and result charts showing measurable data are contained in the first draft.

Step 4.
Reviews and mock evaluations of the first draft are conducted to determine vital opportunities for improvement and possible actions.  It is beneficial to have an experienced Malcolm Baldrige Examiner involved in the review and mock evaluation.  Mock evaluations should be based on the Baldrige Scoring Guideline also found in the Department of Energy Criteria for Performance Excellence and enclosed in the Appendix of this Guide.

Step 5.
The first draft of the application is revised based on the opportunities for improvement identified in Step 4.

Step 6.
The final version of the application and graphics are converted to a .pdf file format and sent via email to john.vetter@hq.doe.gov.  It is important to include in the file a completed EPEA Application form found on page F2 of this Guide. A signed copy of page F2 should be faxed to the Office of Performance Excellence. 

Step 7.
Step 7 is the high moment in the EPEA Application Development and Production Process.  The due date of April 17 has been met, vital improvement opportunities have been discovered from the assessments, and specific actions that can result in organizational performance improvement have been identified.  These improvement opportunities and identified actions are the first fruits of the self-assessment process.  Additional fruits will be forthcoming through the independent evaluation of the application and ensuing site visit.  Those opportunities for improvement will be identified in the feedback report at the end of the EPEA evaluation process.  This is also a good time to evaluate this cycle of the assessment and application writing process.

Clarity of Requirements

EPEA applications are evaluated and scored against all criteria for the Items described in the Department of Energy Criteria for Performance Excellence.  Therefore, your application should be written to the same criteria.  A high-quality application is one that is succinctly and completely written.  The more complete the application, the better the Examiners can evaluate and properly score the written assessment.  However, it is important to remember that a high quality application is not one that reads like a novel.  Therefore, no value is added to the score for having detailed descriptions that go beyond business systems and processes.  There is much more value in writing an accurate description of how your organization conducts its business.  As the systems and processes are described use a few examples to make the description clear to the Examiner.  Descriptions should include the key points made below for approach, deployment, and results.  Remember that terminology specific to the business of your organization may be unfamiliar to the Examiner and should be fully defined in your descriptions and examples.

Exceeding the 70-page limitation stated earlier will not add quality to your application or increase the score.  In fact, it is unfair to other applicants that meet the limitations.  Therefore, excess pages will not be included in the evaluation and scoring, which means they will not be included in the evaluation process or considered when determining the score.  Applications must not be less than 12-point font.  It is best to be cost-conservative in the development and production of your application, but remember that colored graphics are easier to read and interpret than black and white graphics.
Approach, Deployment and Results

The Scoring Guidelines used by the Examiners focus on three attributes: approach, deployment, and results.  Categories one through six are focused on approach and deployment.  Category seven focuses on results.  Be sure that what you write about focuses on approach, deployment and results in the appropriate category.  Key points for each attribute are provided below.

Approach

Describe the planned method your organization uses to implement business systems and processes.  Include how your organization addresses the quality concept of business systems and processes.  State how your processes for projects and programs are implemented in a planned, systematic way.  Define the method used to evaluate and improve your systems and processes.

Deployment

Describe the extent to which the approaches are implemented throughout your organization. Include the percent of your employees involved in improvement of business systems and processes, the length of time the approach has been used, the frequency for using the described approach, and whether or not the approach is implemented in both the primary and support areas of your organization.

Results


Illustrate quantified outcomes of your deployed approaches.  Include the benefits derived from the approaches deployed.  Illustrate the trend of the outcomes and show them in positive or negative terms.  Show how your outcomes compare to other appropriate organizations either as a benchmark or a competitive comparison.

Care should be taken, in Categories 1 through 6, to fully describe approaches and their related deployment methodologies in a concise manner using the definitions shown above.  Remember that approaches are the “what’s” and “how’s” of conducting business while deployment is the extent to which an approach is applied.  It is important to understand the meaning of “how.”  Many questions in the Items begin with the word “how.”  Responses should outline key process information such as methods, measures, deployment, and evaluation, improvement, and learning factors.  Statements that describe the “what” and “how” should be supported by facts and information that are clarifiable and verifiable.  Assertions unsupported by plausible data, information, or facts are considered anecdotal and result in a score of zero.  Business results must be shown in quantitative format in Category 7 and be accompanied by a written explanation.  Use the written explanation to give vital information about the results and how they are outcomes of approaches deployed.  Do not state again the data that is shown in the graphic.

The “So What” Test

During the independent evaluation of an application and the consensus review conducted by the Examiner Team, the Examiners implement the “so what” test.  When a strength or opportunity for improvement is identified, the Examiners ask, “So why is this a strength?” or “So why is this an opportunity for improvement?”  When your application is being written, it is good advice to tell you that the “so what” test should be implemented by those in your organization who are doing the writing.  Usually someone will recommend that specific information be incorporated into the application or a certain point should be made.  The “so what” test will provide an analysis as to why a specific recommendation or certain point should be incorporated in the application

Scoring

Scoring of the application will be based on the percentages assigned by the Scoring Guidelines (see Appendix, pages F7 and F8).  The scoring guidelines are in two parts.  Part one is the scoring guideline for approach and deployment.  Part two is the scoring guideline for results.  Read the scoring description carefully to determine what your organization should be doing in order to achieve the percent score for each level.  During the evaluation process, Examiners will read your application looking for information that will compare to the scoring description.  As a team, the Examiners will come to a consensus regarding the level of performance described by your application and the appropriate percent score for that performance as directed by the guideline.  Examiners will also schedule a site visit at the location of your organization.  During the site visit, your organization should be prepared to meet with Examiners and provide them with additional information as requested.  The additional information could result in the Examiner Team increasing their consensus score of the application.  It can also result in decreasing the consensus score.  The final score and written justification will be sent to the Panel of Judges.  The Judges will review the score and written information for all applicants and make award level recommendations to the Secretary of Energy.

Federal Organization and Contractor Company Responsibility and Citizenship

Item 1.2, Public Responsibility and Citizenship, in Category 1, Leadership, is a crucial part of the application.  In this Item, the application should clearly describe how the organization handles any risk associated with managing the work performed by the federal organization or contractor company.  The Department of Energy expects both contractors and federal organizations to meet all regulatory, legal, and ethical requirements related to its work.  Further, the organization should explain how it anticipates and assesses potential impacts on areas of public concern and the Department so as not to result in negative reports and cost overruns.

Ten Common Mistakes

Malcolm Baldrige National Quality Award Examiners have found from previous years that writers of applications make common mistakes.  The following ten mistakes should be avoided when writing an application.

1.
Reiteration of words from the criteria.

2.
Use of examples rather than description of a process.

3.
No examples when they help illustrate a process.

4.
Lack of specificity.

5.
Presenting data on only a few measures.

6.
Too many cross-references to other sections.

7.
Responding with words when data is expected.

8.
Responding with information irrelevant to the criteria.

9.
Using too many acronyms.

10.
Using too much department, quality, or management jargon.
Ten Rules for Graphs

In addition to the ten common mistakes there are ten rules for preparing graphics to be used in an application.  They are:

1.
Use text to explain graphs telling what the data means to you.

2.
Do not repeat graphic information in the text.

3.
Do not include more than two lines of data in a graph.

4.
Show goals, targets, comparisons, and benchmarks on the graphs.

5.
Show improvement by using an ascending line.

6.
Use scales that show maximum variability.

7.
Separate historical or baseline data from current performance.

 8.
Use standard graphing formats.

 9.
Clearly and specifically label graphs.

10. Keep graphs simple and clutter-free.
Writing the Application

After the team has been formed and the plan written, it is time to begin gathering and assembling information and data for the writing of the application.  The very first piece to be written is the Business Overview.  Following is a detailed outline of what should be included in the overview.

Business Overview

Applications submitted should not contain classified or proprietary information.  They should stand on their own with no assumption that an Examiner has prior knowledge of the organization.  Therefore, it is essential that the application include an overview of the organization.  The overview will set the stage for the evaluation and help the Examiners understand what is relevant and important to the applicant’s operation.

As previously stated the Business Overview is limited to five pages.  It should include the following information about the organization:

1. Describe the company or organization as follow:

a.
What is the nature of the business?

b.
What are the products or service?

c.
What is the size and location?

d.
Is the company or organization publicly or privately owned (applies only to contractors)?

e.
Who are the major customers and markets?

f.
What is the profile of the employee base? (Include number, types, educational level, bargaining units, and special safety, health and other requirements.)

g. What major equipment, facilities, and technologies are used?

h. What is the regulatory environment that affects your organization regarding occupational health and safety, environmental, financial, and product or service?

2. If your organization is a Subunit of a larger organization, describe:

a. The organizational relationship to your “parent” and percent of employees the Subunit represents;

b. How your products or services relate to those of your “parent” and or other units of the “parent” organization; and

c. Key support services, if any, that your “parent” organization provides.

3.
What are the customer requirements?

a. Provide key customer requirements (example, on-time delivery, low defect or zero risk levels, funding demands, and special requests) product or service.

b. Briefly describe all-important requirements and note any significant differences between customers groups, if there is more than one group.

c. Describe any special business relationships with customers such as partnerships.

4.
Describe the supplier relationships as follow:

a.
What are the types and numbers of suppliers of goods and services?

b.
Who are the most important suppliers?

c.
What limitations or special relationships exist with some or all suppliers?

3. Describe the competitive factors as follow:

a.
What is the company or organization’s position in the industry? (Applies more to contractors but can apply to organizations when considering relative size and growth within the DOE complex.)

b.
What are the number and types of competitors?

c.
What principal factors determine competitive success? (Consider productivity growth, cost reduction, and product or service innovation.)

d.
What changes affect the company or organization’s competition?

5.
Describe other factors important to the company or organization as follow:

a.
New business opportunities. (Consider new markets, projects, or business segments.)

b.
New business alliances.

c.
New technologies.

d.
Regulations. (Consider occupational health and safety, environmental, financial, product, etc.)

e. New strategies or unique factors.

f. A current chart of the organizational structure.

After the Business Overview is completed, gather the data and information needed to answer the questions stated in the Department of Energy Criteria for Performance Excellence for each Category beginning on the page 16.

2000 Department of Energy

Criteria for Performance Excellence

Item Listing

2000 Categories/Items  

Point Values

1
Leadership
125

1.1
Organizational Leadership
85

1.2
Public Responsibility and Citizenship
40

2
Strategic Planning


85

2.1
Strategy Development
40

2.2
Strategy Deployment
45

3
Customer and Market Focus


85

3.1
Customer and Market Knowledge
40

3.2
Customer Satisfaction and Relationships
45
4
Information and Analysis
85

4.1
Measurement of Organizational Performance
40

4.2
Analysis of Organizational Performance
45

5
Human Resource Focus


85

5.1
Work Systems
35

5.2
Employee Education, Training, and Development
25

5.3
Employee Well-Being and Satisfaction 
25

6
Process Management


85

6.1
Product and Service Processes
55

6.2
Support Processes
15

6.3
Supplier and Partnering Processes 
15

7
Business Results 


450

7.1
Customer Focused Results 
115

7.2
Financial and Market Results
115

7.3
Human Resource Results
80

7.4
Supplier and Partner Results
25

7.5
Organizational Effectiveness Results
115



TOTAL POINTS


1000


2000 Department of Energy

Criteria For Performance Excellence

1
Leadership (125 pts.)

The Leadership Category examines how your organization’s senior leaders address values and performance expectations, as well as a focus on customers and other stakeholders, empowerment, innovation, learning, and organizational directions. Also examined is how your organization addresses its responsibilities to the public and supports its key communities.

1.1
Organizational Leadership (85 pts.)
Approach - Deployment

Describe how senior leaders guide your organization and review organizational performance.

Within your response, include answers to the following questions:

a.
Senior Leadership Direction

(1)
How do senior leaders set, communicate, and deploy organizational values, performance expectations, and a focus on creating and balancing value for customers and other stakeholders? Include communication and deployment through your leadership structure and to all employees.

(2)
How do senior leaders establish and reinforce an environment for empowerment and innovation, and encourage and support organizational and employee learning?

(3)
How do senior leaders set directions and seek future opportunities for your organization? 

b.
Organizational Performance Review

(1)
How do senior leaders review organizational performance and capabilities to assess organizational health, competitive performance, and progress relative to performance goals and changing organizational needs? Include the key performance measures regularly reviewed by your senior leaders.

(2)
How do you translate organizational performance review findings into priorities for improvement and opportunities for innovation? 

(3)
What are your key recent performance review findings, priorities for improvement, and opportunities for innovation? How are they deployed throughout your organization and, as appropriate, to your suppliers/partners and key customers to ensure organizational alignment?

(4)
How do senior leaders use organizational performance review findings and employee feedback to improve their leadership effectiveness and the effectiveness of management throughout the organization?

Note:
Your organizational performance results should be reported in Items 7.1, 7.2, 7.3, 7.4, and 7.5.

Item notes serve three purposes: (1) clarify terms or requirements presented in Criteria Items; (2) give instructions on responding to the Criteria Item requirements; or (3) indicate key linkages to other Items. In all cases, the intent is to help you respond to the Criteria Item requirements.

Item responses are assessed by considering the Criteria Item requirements and the maturity of your approaches, breadth of deployment, and strength of your improvement process and results relative to the Scoring System. Refer to the Scoring System information.

For definitions of the following key terms, see Glossary section: alignment, approach, deployment, empowerment, innovation, measures, performance, and value.  For additional description of this Item, see Category and Item Descriptions section.

1.2
Public Responsibility and Citizenship (40 pts.)
Approach - Deployment

Describe how your organization addresses its responsibilities to the public and how your organization practices good citizenship.

Within your response, include answers to the following questions:

a.
Responsibilities to the Public

(1)
How do you address the impacts on society of your products, services, and operations? Include your key practices, measures, and targets for regulatory and legal requirements and for risks associated with your products, services, and operations.

(2)
How do you anticipate public concerns with current and future products, services, and operations? How do you prepare for these concerns in a proactive manner?

(3)
How do you ensure ethical business practices in all stakeholder transactions and interactions?

b.
Support of Key Communities

How do your organization, your senior leaders, and your employees actively support and strengthen your key communities? Include how you identify key communities and determine areas of emphasis for organizational involvement and support.

Notes:

N1. Public responsibilities in areas critical to your business also should be addressed in Strategy Development (Item 2.1) and in Process Management (Category 6). Key results, such as results of regulatory/ legal compliance or environmental improvements through use of “green” technology or other means, should be reported as Organizational Effectiveness Results (Item 7.5).

N2. Areas of community support appropriate for inclusion in 1.2b might include your efforts to strengthen local community services, education, the environment, and practices of trade, business, or professional associations.

N3. Health and safety of employees are not addressed in Item 1.2; you should address these factors in Item 5.3.

For additional description of this Item, see Category and Item Descriptions section.

2
Strategic Planning (85 pts.)

The Strategic Planning Category examines your organization’s strategy development process, including how your organization develops strategic objectives, action plans, and related human resource plans. Also examined are how plans are deployed and how performance is tracked.

2.1
Strategy Development (40 pts.)

Approach - Deployment

Describe your organization’s strategy development process to strengthen organizational performance and competitive position. Summarize your key strategic objectives.

Within your response, include answers to the following questions:

a.
Strategy Development Process

(1)
What is your strategic planning process? Include key steps and key participants in the process.

(2)
How do you consider the following key factors in your process? Include how relevant data and information are gathered and analyzed.


The factors are:


customer and market needs/expectations, including new product/service opportunities


your competitive environment and capabilities, including use of new technology 


financial, societal, and other potential risks


your human resource capabilities and needs


your operational capabilities and needs, including resource availability 


your supplier and/or partner capabilities and needs

b.
Strategic Objectives

What are your key strategic objectives and your timetable for accomplishing them? In setting objectives, how do you evaluate options to assess how well they respond to the factors in 2.1a(2) most important to your performance?

Notes:
N1. Strategy development refers to your organization’s approach (formal or informal) to a future-oriented basis for business decisions, resource allocations, and management. Such development might utilize various types of forecasts, projections, options, scenarios, and/or other approaches to addressing the future.

N2. You should interpret the word strategy broadly. Strategy might be built around or lead to any or all of the following: new products, services, and markets; revenue growth; cost reduction; business acquisitions; and new partnerships and alliances. Strategy might be directed toward becoming a preferred supplier, a low-cost producer, a market innovator, and/or a high-end or customized service provider.

Strategy might depend upon or require you to develop different kinds of capabilities, such as rapid response, customization, market understanding, lean or virtual manufacturing, relationships, rapid innovation, technology management, leveraging assets, business process excellence, and information management. Responses to Item 2.1 should address the key factors from your point of view.

N3. Item 2.1 addresses your overall organizational directions and strategy that might include changes in services, products, and/or product lines. However, the Item does not address product and service design; you should address these factors in Item 6.1.

For definitions of the following key terms, see Glossary section: process and strategic objectives. For additional description of this Item, see Category and Item Descriptions section.

2.2
Strategy Deployment (45 pts.)

Approach - Deployment

Describe your organization’s strategy deployment process. Summarize your organization’s action plans and related performance measures. Project the performance of these key measures into the future.

Within your response, include answers to the following questions:

a.
Action Plan Development and Deployment

(1)
How do you develop action plans that address your key strategic objectives? What are your key short- and longer-term action plans? Include key changes, if any, in your products/services and/or your customers/markets.

(2)
What are your key human resource requirements and plans, based on your strategic objectives and action plans?

(3)
How do you allocate resources to ensure accomplishment of your overall action plan?

(4)
What are your key performance measures and/or indicators for tracking progress relative to your action plans?

(5)
How do you communicate and deploy your strategic objectives, action plans, and performance measures/indicators to achieve overall organizational alignment?

b.
Performance Projection

(1)
What are your two-to-five year projections for key performance measures and/or indicators? Include key performance targets and/or goals, as appropriate.

(2)
How does your projected performance compare with competitors, key benchmarks, and past performance, as appropriate? What is the basis for these comparisons?

Notes:

N1. Action plan development and deployment are closely linked to other Items in the Criteria and to the performance excellence framework in the Core Values, Concepts, and Framework section. Examples of key linkages are:

•
Item 1.1 for how your senior leaders set and communicate directions;

•
Category 3 for gathering customer and market knowledge as input to your strategy and action plans, and for deploying action plans;

•
Category 4 for information and analysis to support your development of strategy, to provide an effective performance basis for your performance measurements, and to track progress relative to your strategic objectives and action plans;

•
Category 5 for your work system needs, employee education, training, and development needs, and related human resource factors resulting from action plans;

•
Category 6 for process requirements resulting from your action plans; and

•
Item 7.5 for accomplishments relative to your organizational strategy.

N2. Measures and/or indicators of projected performance (2.2b) might include changes resulting from new business ventures, business acquisitions, new value creation, market entry and/or shifts, and/or significant anticipated innovations in products, services, and/or technology.

For definitions of the following key terms, see Glossary section: action plans, measures, and indicators. For additional description of this Item, see Category and Item Descriptions section.

3
Customer and Market Focus (85 pts.)

The Customer and Market Focus Category examines how your organization determines requirements, expectations, and preferences of customers and markets. Also examined is how your organization builds relationships with customers and determines their satisfaction.

3.1
Customer and Market Knowledge (40 pts.)
Approach - Deployment

Describe how your organization determines short- and longer-term requirements, expectations, and preferences of customers and markets to ensure the relevance of current products/services and to develop new opportunities.

Within your response, include answers to the following questions:

a.
Customer and Market Knowledge

(1)
How do you determine or target customers, customer groups, and/or market segments? How do you consider customers of competitors and other potential customers and/or markets in this determination?

(2)
How do you listen and learn to determine key requirements and drivers of purchase decisions for current, former, and potential customers? If determination methods differ for different customers and/or customer groups, include the key differences.

(3)
How do you determine and/or project key product/service features and their relative importance/value to customers for purposes of current and future marketing, product planning, and other business developments, as appropriate? How do you use relevant information from current and former customers, including marketing/sales information, customer retention, won/lost analysis, and complaints, in this determination?

(4)
How do you keep your listening and learning methods current with business needs and directions?

Notes:

N1. If your products and services are sold to end users via other businesses such as retail stores or dealers, customer groups [3.1a(1)] should include both the end users and these intermediate businesses.

N2. Product and service features [3.1a(3)] refer to all important characteristics and to the performance of your products and services throughout their full life cycle and the full “consumption chain.” The focus should be on features that bear upon customer preference and repurchase loyalty — for example, those features that differentiate your products and services from competing offerings. Those features might include factors such as price, value, delivery, customer or technical support, and the sales relationship.

For additional description of this Item, see Category and Item Descriptions section.

3.2
Customer Satisfaction and Relationships (45 pts.)
Approach - Deployment

Describe how your organization determines the satisfaction of customers and builds relationships to retain current business and to develop new opportunities.

Within your response, include answers to the following questions:

a.
Customer Relationships

(1)
How do you determine key access mechanisms to facilitate the ability of customers to conduct business, seek assistance and information, and make complaints? Include a summary of your key mechanisms.

(2)
How do you determine key customer contact requirements and deploy these requirements to all employees involved in the response chain?

(3)
What is your complaint management process? Include how you ensure that complaints are resolved effectively and promptly, and that all complaints received are aggregated and analyzed for use in overall organizational improvement.

(4)
How do you build relationships with customers for repeat business and/or positive referral?

(5)
How do you keep your approaches to customer access and relationships current with business needs and directions?

b. 
Customer Satisfaction Determination

(1)
What processes, measurement methods, and data do you use to determine customer satisfaction and dissatisfaction? Include how your measurements capture actionable information that reflects customers’ future business and/or potential for positive referral. Also include any significant differences in processes or methods for different customer groups and/or market segments.

(2)
How do you follow up with customers on products/services and recent transactions to receive prompt and actionable feedback?

(3)
How do you obtain and use information on customer satisfaction relative to competitors and/or benchmarks, as appropriate?

(4)
How do you keep your approaches to satisfaction determination current with business needs and directions?

Notes:
N1. Customer relationships (3.2a) might include the development of partnerships or alliances.

N2. Customer satisfaction and dissatisfaction determination (3.2b) might include any or all of the following: surveys, formal and informal feedback from customers, use of customer account data, and complaints.

N3. Customer satisfaction measurements might include both a numerical rating scale and descriptors for each unit in the scale. Actionable customer satisfaction measurements provide reliable information about customer ratings of your specific product, service, and relationship features, the linkage between these ratings, and your customer’s likely future actions — repurchase and/or positive referral. Product and service features might include overall value and price.

N4. Your customer satisfaction and dissatisfaction results and information on product/service measures that contribute to customer satisfaction or dissatisfaction should be reported in Item 7.1. These latter measures might include trends and levels in performance of customer-desired product features or customer complaint handling effectiveness (such as complaint response time, effective resolution, and percent of complaints resolved on first contact).

For additional description of this Item, see Category and Item Descriptions section.

4 
Information and Analysis (85 pts.)

The Information and Analysis Category examines your organization’s performance measurement system and how your organization analyzes performance data and information.

4.1 Measurement of Organizational Performance (40 pts.)
Approach – Deployment

Describe how your organization provides effective performance measurement systems for understanding, aligning, and improving performance at all levels and in all parts of your organization.

Within your response, include answers to the following questions:

a.
Measurement of Organizational Performance 

(1)
How do you address the major components of an effective performance measurement system, including the following key factors?

•
selection of measures/indicators, and extent and effectiveness of their use in daily operations

•
selection and integration of measures/indicators and completeness of data to track your overall organizational performance 

•
selection, and extent and effectiveness of use of key comparative data and information 

•
data and information reliability

•
a cost/financial understanding of improvement options

•
correlations/projections of data to support planning 

(2)
How do you keep your performance measurement system current with business needs and directions?

Notes: 

N1. The term information and analysis refers to the key metrics used by your organization to measure and analyze performance. Performance measurement is used in fact-based decision making for setting and aligning organizational directions and resource use at your work unit, key process, departmental, and whole organization levels. 

N2. Deployment of data and information might be via electronic or other means. Reliability [4.1a(1)] includes reliability of software and delivery systems.

N3. Comparative data and information include benchmarking and competitive comparisons. Benchmarking refers to processes and results that represent best practices and performance for similar activities, inside or outside your organization’s industry. Competitive comparisons refer to performance relative to competitors in your organization’s markets.

For additional description of this Item, see Category and Item Descriptions section.

4.2
Analysis of Organizational Performance (45 pts.)
Approach - Deployment

Describe how your organization analyzes performance data and information to assess and understand overall organizational performance.

Within your response, include answers to the following questions:


a.
Analysis of Organizational Performance 

(1)
How do you perform analyses to support your senior executives’ organizational performance review and your organizational planning? How do you ensure that the analyses address the overall health of your organization, including your key business results and strategic objectives?

(2)
How do you ensure that the results of organizational-level analysis are linked to work group and/or functional-level operations to enable effective support for decision making?

(3)
How does analysis support daily operations throughout your organization? Include how this analysis ensures that measures align with action plans.

Notes: 

N1. Analysis includes trends, projections, comparisons, and cause-effect correlations intended to support your performance reviews and the setting of priorities for resource use. Accordingly, analysis draws upon all types of data: customer-related, financial and market, operational, and competitive.

N2. Your performance results should be reported in Items 7.1, 7.2, 7.3, 7.4, and 7.5.

For a definition of the following key term, see Glossary section: analysis.

For additional description of this Item, see Category and Item Descriptions section.
5
Human Resource Focus (85 pts.)

The Human Resource Focus Category examines how your organization enables employees to develop and utilize their full potential, aligned with the organization’s objectives. Also examined are your organization’s efforts to build and maintain a work environment and an employee support climate conducive to performance excellence, full participation, and personal and organizational growth.

5.1
Work Systems (35 pts.)
Approach - Deployment

Describe how your organization’s work and job design, compensation, career progression, and related work force practices enable employees to achieve high performance in your operations.

Within your response, include answers to the following questions:

a.
Work Systems

(1)
How do you design, organize, and manage work and jobs to promote cooperation and collaboration, individual initiative, innovation, and flexibility, and to keep current with business needs?

(2)
How do your managers and supervisors encourage and motivate employees to develop and utilize their full potential? Include formal and/or informal mechanisms you use to encourage and support employees in job- and career-related development/learning objectives.

(3)
How does your employee performance management system, including feedback to employees, support high performance?

(4)
How do your compensation, recognition, and related reward/incentive practices reinforce high performance?

(5)
How do you ensure effective communication, cooperation, and knowledge/skill sharing across work units, functions, and locations, as appropriate?

(6)
How do you identify characteristics and skills needed by potential employees; how do you recruit and hire new employees? How do you take into account key performance requirements, diversity of your community, and fair work force practices?

Notes:

N1. The term employees refers to your organization’s permanent, temporary, and part-time personnel, as well as any contract employees supervised by your organization. Employees include managers and supervisors at all levels. You should address contract employees supervised by a contractor in Item 6.3.

N2. The term work design refers to how your employees are organized and/or organize themselves in formal and informal, temporary, or longer-term units. This might include work teams, process teams, customer action teams, problem-solving teams, centers of excellence, functional units, cross-functional teams, and departments — self-managed or managed by supervisors.

The term job design refers to responsibilities, authorities, and tasks of individuals. In some work systems, jobs might be shared by a team, based upon cross-training.

N3. Compensation and recognition include promotions and bonuses that might be based upon performance, skills acquired, and other factors. Recognition includes monetary and nonmonetary, formal and informal, and individual and group recognition.

For a definition of the following key terms, see Glossary section:high performance work.

For additional description of this Item, see Category and Item Descriptions section.

5.2
Employee Education, Training, and Development (25 pts.)
Approach - Deployment

Describe how your organization’s education and training support the achievement of your business objectives, build employee knowledge, skills, and capabilities, and contribute to improved employee performance.

Within your response, include answers to the following questions:

a.
Employee Education, Training, and Development

(1)
How does your education and training approach balance short- and longer-term organizational and employee needs, including development, learning, and career progression? 

(2)
How do you design education and training to keep current with business and individual needs? Include how job and organizational performance are used in education and training design and evaluation.

(3)
How do you seek and use input from employees and their supervisors/managers on education and training needs, expectations, and design?

(4)
How do you deliver and evaluate education and training? Include formal and informal education, training, and learning, as appropriate.

(5)
How do you address key developmental and training needs, including diversity training, management/leadership development, new employee orientation, and safety, as appropriate?

(6)
How do you address performance excellence in your education and training? Include how employees learn to use performance measurements, performance standards, skill standards, performance improvement, quality control methods, and benchmarking, as appropriate.


(7)
How do you reinforce knowledge and skills on the job?

Note:

Education and training delivery [5.2a(4)] might occur inside or outside your organization and involve on-the-job, classroom, computer-based, distance learning, and/or other types of delivery (formal or informal).

For additional description of this Item, see Category and Item Descriptions section.

5.3
Employee Well-Being and Satisfaction (25 pts.)
Approach - Deployment

Describe how your organization maintains a work environment and an employee support climate that contribute to the well-being, satisfaction, and motivation of all employees.

Within your response, include answers to the following questions:

a.
Work Environment

How do you address and improve workplace health, safety, and ergonomic factors? How do employees take part in identifying these factors and in improving workplace safety? Include performance measures and/or targets for each key environmental factor. Also include significant differences, if any, based on different work environments for employee groups and/or work units.

b.
Employee Support Climate

(1)
How do you enhance your employees’ work climate via services, benefits, and policies? How are these enhancements selected and tailored to the needs of different categories and types of employees, and to individuals, as appropriate?

(2)
How does your work climate consider and support the needs of a diverse work force?

c.
Employee Satisfaction

(1)
How do you determine the key factors that affect employee well-being, satisfaction, and motivation? 

(2)
What formal and/or informal assessment methods and measures do you use to determine employee well-being, satisfaction, and motivation? How do you tailor these methods and measures to a diverse work force and to different categories and types of employees? How do you use other indicators such as employee turnover, absenteeism, grievances, and productivity to assess and improve employee well-being, satisfaction, and motivation?

(3)
How do you relate assessment findings to key business results to identify work environment and employee support climate improvement priorities?

Notes:

N1. Approaches for enhancing your employees’ work climate [5.3b(1)] might include: counseling; career development and employability services; recreational or cultural activities; non-work-related education; day care; job rotation and/or sharing; special leave for family responsibilities and/or for community service; home safety training; flexible work hours; outplacement; and retiree benefits (including extended health care).

N2. Specific factors that might affect your employees’ well-being, satisfaction, and motivation [5.3c(1)] include: effective employee problem or grievance resolution; safety factors; employee views of management; employee training, development, and career opportunities; employee preparation for changes in technology or the work organization; work environment and other work conditions; workload; cooperation and teamwork; recognition; benefits; communications; job security; compensation; and equal opportunity.

N3. Measures and/or indicators of well-being, satisfaction, and motivation [5.3c(2)] might include: safety; absenteeism; turnover; turnover rate for customer contact employees; grievances; strikes; other job actions; insurance costs; worker’s compensation claims; and results of surveys. Your results relative to such measures and/or indicators should be reported in Item 7.3.

N4. Priority setting [5.3c(3)] might draw upon your human resource results presented in Item 7.3 and might involve addressing employee problems based on their impact on your organizational performance.

For additional description of this Item, see Category and Item Descriptions section.

6 
Process Management (85 pts.)

The Process Management Category examines the key aspects of your organization’s process management, including customer-focused design, product and service delivery, support, and supplier and partnering processes involving all work units.

6.1
Product and Service Processes (55 pts.)
Approach - Deployment

Describe how your organization manages key product and service design and delivery processes.

Within your response, include answers to the following questions:

a. 
Design Processes

(1)
What are your design processes for products/services and their related production/delivery processes?

(2)
How do you incorporate changing customer/market requirements into product/service designs and production/delivery systems and processes?

(3)
How do you incorporate new technology into products/services and into production/delivery systems and processes, as appropriate?

(4)
How do your design processes address design quality and cycle time, transfer of learning from past projects and other parts of the organization, cost control, new design technology, productivity, and other efficiency/effectiveness factors? 

(5)
How do you ensure that your production/delivery process design accommodates all key operational performance requirements?

(6)
How do you coordinate and test design and production/delivery processes to ensure capability for trouble-free and timely introduction of products/services?

b. 
Production/Delivery Processes

(1)
What are your key production/delivery processes and their key performance requirements? 

(2)
How does your day-to-day operation of key production/delivery processes ensure meeting key performance requirements?

(3)
What are your key performance measures and/or indicators used for the control and improvement of these processes? Include how real-time customer input is sought, as appropriate. 


(4)
How do you improve your production/delivery processes to achieve better process performance and improvements to products/services, as appropriate? How are improvements shared with other organizational units and processes, as appropriate?

Notes:
N1. Product and service design, production, and delivery differ greatly among organizations, depending upon many factors. These factors include the nature of your products and services, technology requirements, issues of modularity and parts commonality, customer and supplier relationships and involvement, and product and service customization. Responses to Item 6.1 should address the most critical requirements for your business.

N2. Responses to Item 6.1 should include how your customers and key suppliers and partners are involved in your design processes, as appropriate.

N3. Your results of operational improvements in product and service design and delivery processes should be reported in Item 7.5. Your results of improvements in product and service performance should be reported in Item 7.1.

For definitions of the following key terms, see Glossary section: cycle time and productivity.  For additional description of this Item, see Category and Item Descriptions section.

6.2
Support Processes (15 pts.)
Approach - Deployment

Describe how your organization manages its key support processes.

Within your response, include answers to the following questions:

a. 
Support Processes

(1)
What are your key support processes? 

(2)
How do you determine key support process requirements, incorporating input from internal and/or external customers, as appropriate? What are the key operational requirements (such as productivity and cycle time) for the processes?

(3)
How do you design these processes to meet all the key requirements? 

(4)
How does your day-to-day operation of key support processes ensure meeting key performance requirements? How do you determine and use in-process measures and/or customer feedback in your support processes?

(5)
How do you improve your support processes to achieve better performance and to keep them current with business needs and directions, as appropriate? How are improvements shared with other organizational units and processes, as appropriate?

Notes:

N1. Your support processes are those that support your organization’s products/services design and delivery processes, and business operations. This might include information and knowledge management, finance and accounting, facilities management, research and development, administration, and sales/marketing. The key support processes to be included in Item 6.2 are unique to your organization and how you operate. Focus should be on your most important processes not addressed in Items 6.1 and 6.3.

N2. Your results of improvements in key support processes and key support process performance results should be reported in Item 7.5.

For additional description of this Item, see Category and Item Descriptions section.

6.3
Supplier and Partnering Processes (15 pts.)
Approach - Deployment

Describe how your organization manages its key supplier and/or partnering interactions and processes.

Within your response, include answers to the following questions:

a.
Supplier and Partnering Processes

(1)
What key products/services do you purchase from suppliers and/or partners?

(2)
How do you incorporate performance requirements into supplier and/or partner process management? What key performance requirements must your suppliers and/or partners meet to fulfill your overall requirements?

(3)
How do you ensure that your performance requirements are met? How do you provide timely and actionable feedback to suppliers and/or partners? Include the key performance measures and/or indicators and any targets you use for supplier and/or partner assessment.

(4)
How do you minimize overall costs associated with inspections, tests, and process and/or performance audits?

(5)
How do you provide business assistance and/or incentives to suppliers and/or partners to help them improve their overall performance and to improve their abilities to contribute to your current and longer-term performance?

(6)
How do you improve your supplier and/or partner processes, including your role as supportive customer/partner, to keep current with your business needs and directions? How are improvements shared throughout your organization, as appropriate?

Notes:

N1. The term supplier refers to other organizations and to units of your parent organization that provide you with goods and services.

N2. Your supplier and partnering processes might include processes for supply chain improvement and optimization, beyond your direct suppliers and partners.

N3. If your organization selects preferred suppliers and/or partners based upon volume of business or criticality of their supplied products and/or services, include your selection criteria in the response.

N4. Your results of improvements in supplier and partnering processes and supplier/partner perform-ance results should be reported in Item 7.4.

For additional description of this Item, see Category and Item Descriptions section.
7
Business Results (450 pts.)

The Business Results Category examines your organization’s performance and improvement in key business areas — customer satisfaction, product and service performance, financial and marketplace performance, human resource results, supplier and partner results, and operational performance. Also examined are performance levels relative to competitors.

7.1
Customer Focused Results (115 pts.)
Results

Summarize your organization’s customer focused results, including customer satisfaction and product and service performance results. Segment your results by customer groups and market segments, as appropriate. Include appropriate comparative data.

Provide data and information to answer the following questions:

a. 
Customer Focused Results

(1)
What are your current levels and trends in key measures and/or indicators of customer satisfaction, dissatisfaction, and satisfaction relative to competitors?

(2)
What are your current levels and trends in key measures and/or indicators of customer loyalty, positive referral, customer-perceived value, and/or customer relationship building, as appropriate?

(3)
What are your current levels and trends in key measures and/or indicators of product and service performance?

Notes:

N1. Customer satisfaction and dissatisfaction results reported in this Item should relate to determination methods and data described in Item 3.2.

N2. Measures and/or indicators of customer satisfaction relative to competitors might include objective information and data from your customers and from independent organizations.

N3. Comparative performance of your products and services and product/service performance measures that serve as indicators of customer satisfaction should be included in 7.1a(3).

N4. The combination of direct customer measures/indicators in 7.1a(1) and 7.1a(2) with product and service performance measures/indicators in 7.1a(3) provides an opportunity to determine cause and effect relationships between your product/service attributes and evidence of customer satisfaction, loyalty, positive referral, etc.

For a definition of the following key term, see Glossary section: results. 

For additional description of this Item, see Category and Item Descriptions section.

7.2
Financial and Market Results (115 pts.)
Results

Summarize your organization’s key financial and marketplace performance results, segmented by market segments, as appropriate. Include appropriate comparative data.

Provide data and information to answer the following questions:

a. 
Financial and Market Results

(1)
What are your current levels and trends in key measures and/or indicators of financial performance, including aggregate measures of financial return and/or economic value, as appropriate?

(2)
What are your current levels and trends in key measures and/or indicators of marketplace performance, including market share/position, business growth, and new markets entered, as appropriate?

Note:

Aggregate measures such as return on investment (ROI), asset utilization, operating margins, profitability, profitability by market/customer segment, liquidity, debt to equity ratio, value added per employee, and financial activity measures are appropriate for responding to 7.2a(1).

For additional description of this Item, see Category and Item Descriptions section.

7.3
Human Resource Results (80 pts.)
Results

Summarize your organization’s human resource results, including employee well-being, satisfaction, development, and work system performance. Segment your results by types and categories of employees, as appropriate. Include appropriate comparative data.

Provide data and information to answer the following questions:

a. 
Human Resource Results

(1)
What are your current levels and trends in key measures and/or indicators of employee well-being, satisfaction and dissatisfaction, and development?

(2)
What are your current levels and trends in key measures and/or indicators of work system performance and effectiveness?

Notes:
N1. Results reported in this Item should relate to activities described in Category 5. Your results should be responsive to key process needs described in Category 6, and your organization’s action plans and related human resource plans described in Item 2.2.

N2. For appropriate measures of employee well-being and satisfaction, see Notes to Item 5.3. Appropriate measures and/or indicators of employee development might include innovation and suggestion rates, courses completed, learning, on-the-job performance improvements, and cross-training.

N3. Appropriate measures and/or indicators of work system performance and effectiveness might include job and job classification simplification, job rotation, work layout, and changing supervisory ratios.

For additional description of this Item, see Category and Item Descriptions section.

7.4 
Supplier and Partner Results (25 pts.)  
Results

Summarize your organization’s key supplier and partner results. Include appropriate comparative data.

Provide data and information to answer the following question:

a. 
Supplier and Partner Results

What are your current levels and trends in key measures and/or indicators of supplier and partner performance? Include your performance and/or cost improvements resulting from supplier and partner performance and performance management.

Note:
Results reported in this Item should relate directly to processes and performance requirements described in Item 6.3.

For additional descriptions of this Item, see Category and Item Descriptions section.

7.5
Organizational Effectiveness Results (115 pts.)  
Results

Summarize your organization’s key operational performance results that contribute to the achievement of organizational effectiveness. Include appropriate comparative data.

Provide data and information to answer the following questions:

a. 
Organizational Effectiveness Results

(1)
What are your current levels and trends in key measures and/or indicators of key design, production, delivery, and support process performance? Include productivity, cycle time, and other appropriate measures of effectiveness and efficiency.

(2)
What are your results for key measures and/or indicators of regulatory/legal compliance and citizenship? What are your results for key measures and/or indicators of accomplishment of organizational strategy?

Notes:

N1. Results reported in Item 7.5 should address your key organizational requirements and progress toward accomplishment of your key organizational performance goals as presented in the Business Overview, and in Items 1.1, 2.2, 6.1, and 6.2. Include results not reported in Items 7.1, 7.2, 7.3, and 7.4.

N2. Results reported in Item 7.5 should provide key information for analysis (Item 4.2) and review (Item 1.1) of your organizational operational performance and should provide the operational basis for customer results (Item 7.1) and financial and market results (Item 7.2).

N3. Regulatory/legal compliance results reported in Item 7.5 should address requirements described in Item 1.2.

For additional description of this Item, see Category and Item Descriptions section.
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Criteria Purposes 

The Department of Energy Criteria for Performance Excellence are the basis for organizational self-assessments, for making Awards, and for giving feedback to applicants. In addition, the Criteria have three other important roles in strengthening U.S. competitiveness: 

· to help improve organizational performance practices and capabilities; 

· to facilitate communication and sharing of best practices information among U.S. organizations of all types; and 

· to serve as a working tool for understanding and managing performance, and guiding planning and training. 


Core Values and Concepts 

The Criteria are built upon a set of Core Values and Concepts. These values and concepts are the foundation for integrating key business requirements within a results-oriented framework. These values and concepts are the embedded behaviors found in high performing organizations. The Core Values and Concepts are:

Visionary Leadership 

An organization’s senior leaders need to set directions and create a customer focus, clear and visible values, and high expectations. The directions, values, and expectations should balance the needs of all your stakeholders. Your leaders need to ensure the creation of strategies, systems, and methods for achieving excellence, stimulating innovation, and building knowledge and capabilities. The values and strategies should help guide all activities and decisions of your organization. Senior leaders should inspire and motivate your entire work force and should encourage involvement, development and learning, innovation, and creativity by all employees. 

Through their ethical behavior and personal roles in planning, communications, coaching, developing future leaders, review of organizational performance, and employee recognition, your senior leaders should serve as role models, reinforcing values and expectations and building leadership, commitment, and initiative throughout your organization. 

Customer Driven 

Quality and performance are judged by an organization’s customers. Thus, your organization must take into account all product and service features and characteristics that contribute value to your customers and lead to customer satisfaction, preference, referral, and loyalty. Being customer driven has both current and future components — understanding today’s customer desires and anticipating future customer desires and marketplace offerings.

Value and satisfaction may be influenced by many factors throughout your customer’s overall purchase, ownership, and service experiences. These factors include your organization’s relationship with customers that helps build trust, confidence, and loyalty. 

Being customer driven means much more than defect and error reduction, merely meeting specifications, or reducing complaints. Nevertheless, defect and error reduction and elimination of causes of dissatisfaction contribute to your customers’ view of your organization and are thus also important parts of being customer driven. In addition, your organization’s success in recovering from defects and mistakes (“making things right for your customer”) is crucial to retaining customers and building customer relationships.

Customer-driven organizations address not only the product and service characteristics that meet basic customer requirements, but also address those features and characteristics that differentiate products and services from competing offerings. Such differentiation may be based upon new or modified offerings, combinations of product and service offerings, customization of offerings, rapid response, or special relationships. 

Being customer driven is thus a strategic concept. It is directed toward customer retention, market share gain, and growth. It demands constant sensitivity to changing and emerging customer and market requirements, and the factors that drive customer satisfaction and retention. It demands anticipating changes in the marketplace. Being customer driven thus demands awareness of developments in technology and competitors’ offerings, and rapid and flexible response to customer and market requirements. 

Organizational and Personal Learning 

Achieving the highest levels of performance requires a well-executed approach to organizational and personal learning. Organizational and personal learning is a goal of visionary leaders. The term organizational learning refers to continuous improvement of existing approaches and processes and adaptation to change, leading to new goals and/or approaches. Learning needs to be embedded in the way your organization operates. The term embedded means that learning: (1) is a regular part of daily work; (2) is practiced at personal, work unit, and organizational levels; (3) results in solving problems at their source; (4) is focused on sharing knowledge throughout your organization; and (5) is driven by opportunities to affect significant change and do better. Sources for learning include employee ideas, research and development (R&D), customer input, best practice sharing, and benchmarking. 

Organizational learning can result in: (1) enhancing value to customers through new and improved products and services; (2) developing new business opportunities; (3) reducing errors, defects, waste, and related costs; (4) improving responsiveness and cycle time performance; (5) increasing productivity and effectiveness in the use of all resources throughout your organization; and (6) enhancing your organization’s performance in fulfilling its public responsibilities and service as a good citizen. 

Employee success depends increasingly on having opportunities for personal learning and practicing new skills. Organizations invest in employee personal learning through education, training, and opportunities for continuing growth. Opportunities might include job rotation and increased pay for demonstrated knowledge and skills. On-the-job training offers a cost-effective way to train and to better link training to your organizational needs. Education and training programs may benefit from advanced technologies, such as computer-based learning and satellite broadcasts. 

Personal learning can result in: (1) more satisfied and versatile employees; (2) greater opportunity for organizational cross-functional learning; and (3) an improved environment for innovation. 

Thus, learning is directed not only toward better products and services but also toward being more responsive, adaptive, and efficient — giving the organization and your employees marketplace sustainability and performance advantages. 

Valuing Employees and Partners 

An organization’s success depends increasingly on the knowledge, skills, innovative creativity, and motivation of its employees and partners.

Valuing employees means committing to their satisfaction, development, and well-being. Increasingly, this involves more flexible, high performance work practices tailored to employees with diverse workplace and home life needs. Major challenges in the area of valuing employees include: (1) demonstrating your leaders’ commitment to your employees; (2) providing recognition opportunities that go beyond the normal compensation system; (3) providing opportunities for development and growth within your organization; (4) sharing your organization’s knowledge so your employees can better serve your customers and contribute to achieving your strategic objectives; and (5) creating an environment that encourages risk taking.

Organizations need to build internal and external partnerships to better accomplish overall goals. 

Internal partnerships might include labor-management cooperation, such as agreements with your unions. Partnerships with employees might entail employee development, cross-training, or new work organizations, such as high performance work teams. Internal partnerships also might involve creating network relationships among your work units to improve flexibility, responsiveness, and knowledge sharing. 

External partnerships might be with customers, suppliers, and education organizations. Strategic partnerships or alliances are increasingly important kinds of external partnerships. Such partnerships might offer entry into new markets or a basis for new products or services. Also, partnerships might permit the blending of your organization’s core competencies or leadership capabilities with the complementary strengths and capabilities of partners, thereby enhancing overall capability, including speed and flexibility. 

Successful internal and external partnerships develop longer-term objectives, thereby creating a basis for mutual investments and respect. Partners should address the key requirements for success, means of regular communication, approaches to evaluating progress, and means for adapting to changing conditions. In some cases, joint education and training could offer a cost-effective method of developing employees. 

Agility 

Success in globally competitive markets demands creating a capacity for rapid change and flexibility. All aspects of electronic commerce require more rapid, flexible, and customized responses. Businesses face ever-shorter cycles for introductions of new or improved products and services. Faster and more flexible response to customers is now a more critical requirement. Major improvements in response time often require simplification of work units and processes and/or the ability for rapid changeover from one process to another. Cross-trained employees are vital assets in such a demanding environment.

A major success factor in meeting competitive challenges is the design-to-introduction (product generation) cycle time. To meet the demands of rapidly changing, global markets, organizations need to carry out stage-to-stage integration (concurrent engineering) of activities from research to commercialization.

All aspects of time performance are becoming increasingly important and should be among your key process measures. Other important benefits can be derived from this focus on time; time improvements often drive simultaneous improvements in organization, quality, cost, and productivity. 

Focus on the Future 

Pursuit of sustainable growth and market leadership requires a strong future orientation and a willingness to make long-term commitments to key stakeholders — your customers, employees, suppliers, stockholders, the public, and your community. Your organization should anticipate many factors in your strategic planning efforts, such as customers’ expectations, new business and partnering opportunities, the increasingly global marketplace, technological developments, new customer and market segments, evolving regulatory requirements, community/societal expectations, and strategic changes by competitors. Short- and long-term plans, strategic objectives, and resource allocations need to reflect these influences. Major components of a future focus include developing employees and suppliers, seeking opportunities for innovation, and fulfilling public responsibilities.

Managing for Innovation

Innovation is making meaningful change to improve an organization’s products, services, and processes and create new value for the organization’s stakeholders. Innovation should focus on leading your organization to new dimensions of performance. Innovation is no longer strictly the purview of research and development departments. Innovation is important for key product and service processes and for support processes. Organizations should be structured in such a way that innovation becomes part of the culture and daily work. 

Management by Fact 

Organizations depend upon the measurement and analysis of performance. Such measurements must derive from your organization’s strategy and provide critical data and information about key processes, outputs, and results. Many types of data and information are needed for performance measurement, management, and improvement. Performance measurement areas include:  customer, product, and service; operations, market, and competitive comparisons; and supplier, employee, and cost and financial. 

Analysis refers to extracting larger meaning from data and information to support evaluation, decision making, and operational improvement within your organization. Analysis entails using data to determine trends, projections, and cause and effect — that might not be evident without analysis. Data and analysis support a variety of purposes, such as planning, reviewing your overall performance, improving operations, and comparing your performance with competitors or with “best practices” benchmarks. 

A major consideration in performance improvement involves the selection and use of performance measures or indicators. The measures or indicators you select should best represent the factors that lead to improved customer, operational, and financial performance. A comprehensive set of measures or indicators tied to customer and/or organizational performance requirements represents a clear basis for aligning all activities with your organization’s goals. Through the analysis of data from the tracking processes, the measures or indicators themselves may be evaluated and changed to better support such goals. 

Public Responsibility and Citizenship 

An organization’s leadership needs to stress its responsibilities to the public and needs to practice good citizenship. These responsibilities refer to basic expectations of your organization — business ethics and protection of public health, safety, and the environment. Health, safety, and the environment include your organization’s operations as well as the life cycles of your products and services. Also, organizations need to emphasize resource conservation and waste reduction at the source. Planning should anticipate adverse impacts from production, distribution, transportation, use, and disposal of your products. Plans should seek to prevent problems, to provide a forthright response if problems occur, and to make available information and support needed to maintain public awareness, safety, and confidence. 

For many organizations, the product design stage is critical from the point of view of public responsibility. Design decisions impact your production process and the content of municipal and industrial wastes. Effective design strategies should anticipate growing environmental demands and related factors.

Organizations should not only meet all local, state, and federal laws and regulatory requirements, they should treat these and related requirements as opportunities for continuous improvement “beyond mere compliance.” This requires the use of appropriate measures in managing performance. 

Practicing good citizenship refers to leadership and support — within the limits of your organization’s resources — of publicly important purposes. Such purposes might include improving education, health care in the community, environmental excellence, resource conservation, community service, industry and business practices, and sharing non-proprietary information. Leadership as a corporate citizen also entails influencing other organizations, private and public, to partner for these purposes. For example, your organization could lead efforts to help define the obligations of your industry to its communities. 

Focus on Results and Creating Value 

An organization’s performance measurements need to focus on key results. Results should be focused on creating and balancing value for all your stakeholders — customers, employees, stockholders, suppliers and partners, the public, and the community. By creating value for all your stakeholders, your organization builds loyalty and contributes to growing the economy. To meet the sometimes conflicting and changing aims that balancing value implies, organizational strategy needs to explicitly include all stakeholder requirements. This will help to ensure that actions and plans meet differing stakeholder needs and avoid adverse impacts on any stakeholders. The use of a balanced composite of leading and lagging performance measures offers an effective means to communicate short- and longer-term priorities, to monitor actual performance, and to provide a focus for improving results. 
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This Glossary of Key Terms defines and briefly describes terms used throughout the Criteria booklet that are important to performance management. 

Action Plans 

Action plans refer to principal organizational-level drivers, derived from short- and long-term strategic planning. In simplest terms, action plans are set to accomplish those things your organization should do well for your strategy to succeed. Action plan development represents the critical stage in planning when strategic objectives and goals are made specific so that effective organization-wide understanding and deployment are possible. Deployment of action plans requires analysis of overall resource needs and creation of aligned measures for all work units. Deployment might also require specialized training for some employees or recruitment of personnel. 

An example of a strategic objective for a supplier in a highly competitive industry might be to develop and maintain a price leadership position. Action plans could entail design of efficient processes and creation of a cost accounting system, aligned for the organization as a whole. Performance requirements might include unit and/or team training in priority setting based upon costs and benefits. Organizational-level analysis and review could emphasize overall productivity growth. 

Alignment 

Alignment refers to consistency of plans, processes, information, resource decisions, actions, results, analysis, and learning to support key organization-wide goals. Effective alignment requires common understanding of purposes and goals and use of complementary measures and information for planning, tracking, analysis, and improvement at three levels: the organizational level; the key process level; and the work unit level. 

Analysis

Analysis refers to assessments performed by an organization or its work units to provide a basis for effective decisions. Overall organizational analysis guides process management toward achieving key business results and toward attaining strategic objectives.

Despite their importance, individual facts and data do not usually provide an effective basis for actions or setting priorities. Actions depend upon understanding cause/effect relationships. Understanding such relationships comes from analysis of facts and data.

Approach

Approach refers to how an organization addresses the Baldrige Criteria Item requirements — the methods and processes used by the organization. Approaches are evaluated on the basis of the appropriateness of the approach to the Item requirements; effectiveness of use of the approach; and alignment with organizational needs. For further description, see the Scoring System section.

Cycle Time 

Cycle time refers to the time required to fulfill commitments or to complete tasks. Time measurements play a major role in the Criteria because of the great importance of time performance to improving competitiveness. In the Criteria booklet, cycle time refers to all aspects of time performance. Cycle time improvement could include time to market, order fulfillment time, delivery time, change-over time, and other key process times. 

Deployment

Deployment refers to the extent to which an organization’s approach is applied to the requirements of a Baldrige Criteria Item. Deployment is evaluated on the basis of the breadth and depth of application of the approach throughout the organization. For further description, see the Scoring System.

Empowerment

Empowerment refers to giving employees the authority and responsibility to make decisions and take actions. Empowerment results in decisions being made closest to the “front line,” where work-related knowledge and understanding reside. 

Empowerment is aimed at enabling employees to satisfy customers on first contact, to improve processes and increase productivity, and to better the organization’s business results. Empowered employees require information to make appropriate decisions; thus, an organizational requirement is to provide that information in a timely and useful way.

High Performance Work

High performance work refers to work approaches used to systematically pursue ever higher levels of overall organi-zational and human performance, including quality, productivity, innovation rate, and time performance. High performance work results in improved service for customers and other stakeholders. 

Approaches to high performance work vary in form, function, and incentive systems. Effective approaches frequently include: cooperation between management and the work force, including work force bargaining units; cooperation among work units, often involving teams; self-directed responsibility/employee empowerment; employee input to planning; individual and organizational skill building and learning; learning from other organizations; flexibility in job design and work assignments; a flattened organizational structure, where decision making is decentralized and decisions are made closest to the “front line”; and effective use of performance measures, including comparisons. Many high performance work systems use monetary and non-monetary incentives based upon factors such as organizational performance, team and/or individual contributions, and skill building. Also, high performance work approaches usually seek to align the design of organizations, work, jobs, employee development, and incentives. 

Innovation

Innovation refers to making meaningful change to improve products, services, and/or processes and create new value for stakeholders. Innovation involves the adoption of an idea, process, technology, or product that is considered new or new to its proposed application. 

Successful organizational innovation is a multi-step process that involves development and knowledge sharing, a decision to implement, implementation, evaluation, and learning. Although innovation is often associated with technological innovation, it is applicable to all key organizational processes that would benefit from breakthrough improvement and/or change. 

Measures and Indicators

Measures and indicators refer to numerical information that quantifies input, output, and performance dimensions of processes, products, services, and the overall organization (outcomes). Measures and indicators might be simple (derived from one measurement) or composite. 

The Criteria do not make a distinction between measures and indicators. However, some users of these terms prefer the term indicator: (1) when the measurement relates to performance, but is not a direct measure of such performance (e.g., the number of complaints is an indicator of dissatisfaction, but not a direct measure of it); and (2) when the measurement is a predictor (“leading indicator”) of some more significant performance (e.g., increased customer satisfaction might be a leading indicator of market share gain). 

Performance

Performance refers to output results obtained from processes, products, and services that permit evaluation and comparison relative to goals, standards, past results, and other organizations. Performance might be expressed in nonfinancial and financial terms. 

The Criteria booklet addresses three types of performance: (1) customer focused, including key product and service performance; (2) financial and marketplace; and (3) operational. 

Customer focused performance refers to performance relative to measures and indicators of customers’ perceptions, reactions, and behaviors, and to measures and indicators of product and service characteristics important to customers. Examples include customer retention, complaints, customer survey results, product reliability, on-time delivery, defect levels, and service response time. 

Financial and marketplace performance refers to performance using measures of cost and revenue, including asset utilization, asset growth, and market share. Examples include returns on investments, value added per employee, debt to equity ratio, returns on assets, operating margins, cash-to-cash cycle time, and other profitability and liquidity measures. 

Operational performance refers to organizational, human resource, and supplier performance relative to effectiveness and efficiency measures and indicators. Examples include cycle time, productivity, waste reduction, and regulatory compliance. Operational performance might be measured at the work unit level, key process level, and organizational level. 

Process

Process refers to linked activities with the purpose of producing a product or service for a customer (user) within or outside the organization. Generally, processes involve combinations of people, machines, tools, techniques, and materials in a systematic series of steps or actions. In some situations, processes might require adherence to a specific sequence of steps, with documentation (sometimes formal) of procedures and requirements, including well-defined measurement and control steps. 

In many service situations, particularly when customers are directly involved in the service, process is used in a more general way — to spell out what must be done, possibly including a preferred or expected sequence. If a sequence is critical, the service needs to include information to help customers understand and follow the sequence. Service processes involving customers also require guidance to the providers of those services on handling contingencies related to customers’ likely or possible actions or behaviors. 

In knowledge work such as strategic planning, research, development, and analysis, process does not necessarily imply formal sequences of steps. Rather, process implies general understandings regarding competent performance such as timing, options to be included, evaluation, and reporting. Sequences might arise as part of these understandings. 

Productivity

Productivity refers to measures of efficiency of the use of resources. 

Although the term is often applied to single factors such as staffing (labor productivity), machines, materials, energy, and capital, the productivity concept applies as well to the total resources used in producing outputs. The use of an aggregate measure of overall productivity allows a determination of whether or not the net effect of overall changes in a process — possibly involving resource tradeoffs — is beneficial. 

Results

Results refer to outcomes achieved by an organization in addressing the purposes of a Baldrige Criteria Item. Results are evaluated on the basis of current performance; performance relative to appropriate comparisons; rate, breadth, and importance of performance improvements; and relationship of results measures to key organizational performance requirements. For further description, see the section Scoring System.

Strategic Objectives

Strategic objectives refer to an organization’s major change opportunities and/or the fundamental challenges the organization faces. Strategic objectives are generally externally focused, relating to significant customer, market, product/service, or technological opportunities and challenges. Broadly stated, they are what an organization must change or improve to remain or become competitive. Strategic objectives set an organization’s longer-term directions and guide resource allocations and redistributions.

See the definition of action plans in the Glossary for the relationship between strategic objectives and action plans and for an example of each.

Systematic

Systematic refers to approaches that are repeatable and use data and information so that improvement and learning are possible. In other words, approaches are systematic if they build in the opportunity for evaluation and learning, and thereby permit a gain in maturity. As organizational approaches mature, they become more systematic and reflect cycles of evaluation and learning. For use of the term, see the Scoring Guidelines section.

Value

Value refers to the degree of worth relative to cost and relative to possible alternatives of a product, service, process, asset, or function. 

Organizations frequently use value considerations to determine the benefits of various options relative to their costs, such as the value of various product and service combinations to customers. Organizations seek to deliver value to all their stakeholders. This frequently requires balancing value for customers and other stakeholders, such as stockholders, employees, and the community. 
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item Descriptions and comments
Leadership (Category 1)

Leadership addresses how your senior leaders guide your organization in setting directions and seeking future opportunities. Primary attention is given to how your senior leaders set and deploy clear values and high performance expectations that address the needs of all stakeholders. The Category also includes your organization’s responsibilities to the public and how your organization practices good citizenship.

1.1
Organizational Leadership 

Purpose 

This Item examines the key aspects of your organization’s leadership and the roles of your senior leaders, with the aim of creating and sustaining a high performance organization. 

Requirements 

You are asked how your senior leaders set directions, communicate and deploy values and performance expectations, and take into account the expectations of customers and other stakeholders. This includes how leaders create an environment for innovation, learning, and knowledge sharing.

You also are asked how your senior leaders review organizational performance, what key performance measures they regularly review, and how review findings are used to drive improvement and change, including your leaders’ effectiveness. 

Comments 

· Leadership’s central roles in setting directions, creating and balancing value for all stakeholders, and driving performance are the focus of this Item. Success requires a strong future orientation and a commitment to both improvement and change. Increasingly, this requires creating an environment for learning and innovation, as well as the means for rapid and effective application of knowledge. 

· The organizational review called for in this Item is intended to cover all areas of performance, thereby providing a picture of the “state of health” of your organization. This includes not only how well you are currently performing, but also how well you are moving toward the future. It is anticipated that the review findings will provide a reliable means to guide both improvement and change, tied to your organization’s own key objectives, success factors, and measures. Therefore, an important component of your senior leaders’ organizational review is the translation of the review findings into an action agenda, sufficiently specific for deployment throughout your organization and to your suppliers/partners and key customers.

1.2
Public Responsibility and Citizenship 

Purpose 

This Item examines how your organization fulfills its public responsibilities and encourages, supports, and practices good citizenship.

Requirements

You are asked how your organization addresses current and future impacts on society in a proactive manner and how it ensures ethical business practices in all stakeholder interactions. The impacts and practices are expected to cover all relevant and important areas — products, services, and operations. 

You also are asked how your organization, your senior leaders, and your employees identify, support, and strengthen key communities as part of good citizenship practices. 

Comments 

· An integral part of performance management and improvement is proactively addressing legal and regulatory requirements and risk factors. Addressing these areas requires establishing appropriate measures and/or indicators that senior leaders track in their overall performance review. Your organization should be sensitive to issues of public concern, whether or not these issues are currently embodied in law. 

· Citizenship implies going beyond a compliance orientation. Good citizenship opportunities are available to organizations of all sizes. These opportunities include employee community service that is encouraged and supported by your organization. 

· Examples of organizational community involvement include: influencing the adoption of higher standards in education by communicating employability requirements to schools and school boards; partnering with other businesses and health care providers to improve health in the local community by providing education and volunteer services to address public health issues; and partnering to influence trade and business associations to engage in beneficial, co-operative activities, such as sharing best practices to improve overall U.S. global competitiveness and the environment.

Strategic Planning (Category 2)

Strategic Planning addresses strategic and action planning, and deployment of plans. The Category stresses that customer-driven quality and operational performance excellence are key strategic issues that need to be integral parts of your organization’s overall planning. 

Specifically:

· customer-driven quality is a strategic view of quality. The focus is on the drivers of customer satisfaction, customer retention, new markets, and market share — key factors in competitiveness, profitability, and business success; and

· operational performance improvement contributes to short-term and longer-term productivity growth and cost/price competitiveness. Building operational capability — including speed, responsiveness, and flexibility — represents an investment in strengthening your competitive fitness.

The Criteria emphasize that improvement and learning need to be embedded in work processes. The special role of strategic planning is to align work processes with your organization’s strategic directions, thereby ensuring that improvement and learning reinforce organizational priorities.

The Strategic Planning Category examines how your organization:

· understands the key customer, market, and operational requirements as input to setting strategic directions. This helps to ensure that ongoing process improvements are aligned with your organization’s strategic directions.

· optimizes the use of resources, ensures the availability of trained employees, and ensures bridging between short-term and longer-term requirements that may entail capital expenditures, supplier development, etc.

· ensures that deployment will be effective — that there are mechanisms to transmit requirements and achieve alignment on three basic levels: (1) the organization/executive level; (2) the key process level; and (3) the work-unit/individual-job level.

The requirements for the Strategic Planning Category are intended to encourage strategic thinking and acting — to develop a basis for a distinct competitive position in the marketplace. These requirements do not imply formalized plans, planning systems, departments, or specific planning cycles. Also, the Category does not imply that all your improvements could or should be planned in advance. An effective improvement system combines improvements of many types and degrees of involvement. This requires clear strategic guidance, particularly when improvement alternatives compete for limited resources. In most cases, priority setting depends heavily upon a cost rationale. However, you also might have critical requirements such as public responsibilities that are not driven by cost considerations alone. 

2.1  Strategy Development

Purpose

This Item examines how your organization sets strategic directions and develops your strategic objectives, with the aim of strengthening your overall performance and competitiveness.

Requirements

You are asked to outline your organization’s strategic planning process, including identifying the key participants. You are asked how you consider the key factors that affect your organization’s future. These factors cover external and internal influences on your organization. You are asked to address each factor and outline how relevant data and information are gathered and analyzed.

Finally, you are asked to summarize your key strategic objectives and your timetable for accomplishing them.

Comments

· This Item calls for basic information on the planning process and for information on all the key influences, risks, challenges, and other requirements that might affect your organization’s future opportunities and directions — taking as long-term a view as possible. This approach is intended to provide a thorough and realistic context for the development of a customer- and market-focused strategy to guide ongoing decision making, resource allocation, and overall management. 

· This Item is intended to cover all types of businesses, competitive situations, strategic issues, planning approaches, and plans. The requirements explicitly call for a future-oriented basis for action, but do not imply formalized planning, planning departments, planning cycles, or a specified way of visualizing the future. Even if your organization is seeking to create an entirely new business situation, it is still necessary to set and to test the objectives that define and guide critical actions and performance.

· This Item focuses on competitive leadership, which usually depends upon revenue growth and operational effectiveness. Competitive leadership requires a view of the future that includes not only the markets or segments in which your organization competes, but also how it competes. How it competes presents many options and requires that you understand your organization’s and your competitors’ strengths and weaknesses. Although no specific time horizon is included, the thrust of this Item is sustained competitive leadership.

· An increasingly important part of strategic planning is projecting the competitive environment. Such projections help to detect and reduce competitive threats, to shorten reaction time, and to identify opportunities. Depending on the size and type of business, maturity of markets, pace of change, and competitive parameters (such as price or innovation rate), organizations might use a variety of modeling, scenario, or other techniques and judgments to project the competitive environment.

2.2  Strategy Deployment

Purpose

This Item examines how your organization translates your strategic objectives into action plans to accomplish the objectives and to enable assessment of progress relative to your action plans. The aim is to ensure that your strategies are deployed for goal achievement.

Requirements

You are asked how you develop action plans that address your organization’s key strategic objectives. You are asked to summarize your key short- and longer-term action plans. Particular attention is given to products/services, customers/markets, human resource requirements, and resource allocations.

You also are asked to specify key measures and/or indicators used in tracking progress relative to the action plans and how you communicate and align strategic objectives, action plans, and performance.

Finally, you are asked to provide a two-to-five year projection of key performance measures and/or indicators, including key performance targets and/or goals. This projected performance is the basis for comparing past performance and performance relative to competitors and benchmarks, as appropriate.

Comments

· This Item calls for information on how your action plans are developed and deployed. Accomplishment of action plans requires the definition of resource requirements and performance measures, as well as aligning work unit, supplier, and/or partner plans. Of central importance is how you achieve alignment and consistency — for example, via key processes and key measurements. Also, alignment and consistency are intended to provide a basis for setting and communicating priorities for ongoing improvement activities — part of the daily work of all work units. In addition, performance measures are critical to performance tracking. Critical action plan resource requirements include human resource plans that support your overall strategy. 

· Examples of possible human resource plan elements are:

•
redesign of your work organization and/or jobs to increase employee empowerment and decision making;

•
initiatives to promote greater labor-management cooperation, such as union partnerships;

•
initiatives to foster knowledge sharing and organizational learning;

•
modification of your compensation and recognition systems to recognize team, organizational, stock market, customer, or other performance attributes; and

•
education and training initiatives, such as developmental programs for future leaders, partnerships with universities to help ensure the availability of future employees, and/or establishment of technology-based training capabilities.

· Projections and comparisons in this Item are intended to encourage your organization to improve its ability to understand and track dynamic, competitive performance factors. Through this tracking process, your organization should be better prepared to take into account its rate of improvement and change relative to competitors and relative to your own targets or stretch goals. Such tracking serves as a key diagnostic management tool.

· In addition to improvement relative to past performance and to competitors, projected performance also might include changes resulting from new business ventures, entry into new markets, product/service innovations, or other strategic thrusts.

Customer and Market Focus (Category 3)

Customer and Market Focus addresses how your organization seeks to understand the voices of customers and of the marketplace. The Category stresses relationships as an important part of an overall listening, learning, and performance excellence strategy. Your customer satisfaction and dissatisfaction results provide vital information for understanding your customers and the marketplace. In many cases, such results and trends provide the most meaningful information, not only on your customers’ views but also on their marketplace behaviors — repeat business and positive referrals. 

3.1  Customer and Market Knowledge

Purpose

This Item examines your organization’s key processes for gaining knowledge about your current and future customers and markets, with the aim of offering relevant products and services, understanding emerging customer requirements and expectations, and keeping pace with changing markets and marketplaces.

Requirements

You are asked how you determine key customer groups and how you segment your markets. You are asked how you consider potential customers, including your competitors’ customers. You are asked how you determine key requirements and drivers of purchase decisions, and how you determine key product/service features. These factors are likely to differ for different customer groups and market segments. Knowledge of customer groups and market segments allows your organization to tailor listening and learning strategies and marketplace offerings, to support your marketing strategies, and to develop new business.

Finally, you are asked how you improve your customer listening and learning strategies so that you can keep current with your changing business needs and directions.

Comments

· In a rapidly changing competitive environment, many factors may affect customer preference and loyalty and your interface with customers in the marketplace. This makes it necessary to listen and learn on a continuous basis. To be effective as an organization, listening and learning need to be closely linked with your organization’s overall business strategy and strategy-setting process.

· A relationship strategy may be possible with some customers but not with others. Differing relationships may require very different listening and learning strategies. The use of electronic commerce is rapidly changing many marketplaces and may affect your listening and learning strategies as well as your definition of customer groups and market segments.

· Selection of listening and learning strategies depends on your organization’s key business factors. Some frequently used strategies include: focus groups with key customers; close integration with key customers; interviews with lost customers about their purchase decisions; use of the customer complaint process to understand key product and service attributes; won/lost analysis relative to competitors; and survey/feedback information, including use of the Internet.

3.2  Customer Satisfaction and Relationships

Purpose

This Item examines your organization’s processes for determining customer satisfaction and building customer relationships, with the aim of acquiring new customers, retaining existing customers, and developing new opportunities.

Requirements

You are asked how you provide easy access for customers and potential customers to seek information or assistance and/or to comment and complain. You are asked how customer contact requirements are determined and deployed. You also are asked how your organization aggregates, analyzes, and learns from complaint information. Prompt and effective response and solutions to customer needs and desires are a source of satisfaction and loyalty.

You are asked how you build relationships with your customers since business success, business development, and product/service innovation increasingly depend on maintaining close relationships with your customers. 

You are asked how you keep your approaches to all aspects of customer relationships current with changing business needs and directions since approaches to and bases for relationships may change quickly.

You also are asked about your satisfaction and dissatisfaction determination processes and how they differ for different customer groups because satisfied customers are a requirement for loyalty, repeat business, and positive referrals.

Finally, you are asked how you follow up with customers regarding products, services, and recent transactions, and how you determine the customers’ satisfaction relative to competitors so that you may improve future performance.

Comments

· This Item emphasizes how you obtain actionable information from customers. To be actionable, you should be able to tie the information to key business processes, and you should be able to determine cost/revenue implications for improvement priority setting.

· Complaint aggregation, analysis, and root cause determination should lead to effective elimination of the causes of complaints and to priority setting for process, product, and service improvements. Successful outcomes require effective deployment of information throughout the organization.

· A key aspect of customer satisfaction determination is satisfaction relative to competitors and competing or alternative offerings. Such information might be derived from your own comparative studies or from independent studies. The factors that lead to customer preference are of critical importance in understanding factors that drive markets and potentially affect longer-term competitiveness.

Information and Analysis (Category 4)

Information and Analysis is the main point within the Criteria for all key information to effectively measure performance and manage your organization, and to drive improvement of performance and competitiveness. In the simplest terms, Category 4 is the “brain center” for the alignment of your organization’s operations and its strategic directions. However, since information and analysis might themselves be primary sources of competitive advantage and productivity growth, the Category also includes such strategic considerations.

4.1  Measurement of Organizational Performance

Purpose

This Item examines your organization’s selection, management, and use of data and information for performance measurement, in support of organizational planning and performance improvement. The aim is to serve as a key foundation for your functioning as a high performing organization.

Requirements

You are asked how you establish the major components of an effective performance measurement system for your organization. You are asked how you select and use measures for tracking daily operations and how you select and integrate measures for monitoring overall organizational performance. You also are asked how you ensure data and information reliability since reliability is critical to successful monitoring of operations and to successful data integration for assessing overall performance.

You are asked how you select and use competitive comparisons and benchmarking information to help drive performance improvement.

Finally, you are asked how you keep your organization’s performance measurement system current with changing business needs.

Comments

· Alignment and integration are key concepts for successful implementation of your performance measurement system. They are viewed in terms of extent and effectiveness of use to meet your performance assessment needs. Alignment and integration include how measures are aligned throughout your organization, how they are integrated to yield organization-wide measures, and how performance measurement requirements are deployed by your senior leaders to track work group and process level performance on key measures targeted for organization-wide significance and/or improvement.

· Performance data and information are especially important in business networks, alliances, and supply chains. Your responses to this Item should take into account this strategic use of data and information, and should recognize the need for rapid data validation and reliability assurance given the increasing use of electronic data transfer.

· The use of competitive and comparative information is important to all organizations. The major premises for using competitive and comparative information are: (1) your organization needs to know where it stands relative to competitors and to best practices; (2) comparative and benchmarking information often provides the impetus for significant (“breakthrough”) improvement or change; and (3) preparation for comparing performance information frequently leads to a better understanding of your processes and their performance. Benchmarking information also may support business analysis and decisions relating to core competencies, alliances, and outsourcing.

· Your effective selection and use of competitive comparisons and benchmarking information require: (1) determination of needs and priorities; (2) criteria for seeking appropriate sources for comparisons — from within and outside your organization’s industry and markets; and (3) use of data and information to set stretch targets and to promote major, non-incremental improvements in areas most critical to your organization’s competitive strategy.

4.2  Analysis of Organizational Performance

Purpose

This Item examines your organization’s analysis of its performance, as a basis for assessing your overall organizational health. The Item serves as a central analysis point in an integrated performance measurement and management system that relies on financial and nonfinancial data and information. The aim of analysis is to guide your organization’s process management toward the achievement of key business results and strategic objectives.

Requirements

You are asked how you analyze data and information from all parts of your organization to support your senior leaders’ assessment of overall organizational health, your organizational planning, and your daily operations.

Comments

· Individual facts and data do not usually provide an effective basis for organizational priority setting. This Item emphasizes that close alignment is needed between your analysis and your organizational performance review and between your analysis and your organizational planning. This ensures that analysis is relevant to decision making and that decision making is based on relevant facts.

· Action depends upon understanding cause/effect connections among processes and between processes and business/performance results. Process actions and their results may have many resource implications. Organizations have a critical need to provide an effective analytical basis for decisions because resources for improvement are limited and cause/effect connections are often unclear.

· Analyses that your organization conducts to gain an understanding of performance and needed actions may vary widely, depending upon your type of organization, size, competitive environment, and other factors. Examples of possible analyses include:

•
how product and service quality improvement correlates with key customer indicators such as customer satisfaction, customer retention, and market share;

•
cost/revenue implications of customer-related problems and problem resolution effectiveness;

•
interpretation of market share changes in terms of customer gains and losses and changes in customer satisfaction;

•
improvement trends in key operational performance indicators such as productivity, cycle time, waste reduction, new product introduction, and defect levels;

•
relationships between employee/organizational learning and value added per employee; 

•
financial benefits derived from improvements in employee safety, absenteeism, and turnover;

•
benefits and costs associated with education and training;

•
benefits and costs associated with improved organizational knowledge management and sharing;

•
how the ability to identify and meet employee requirements correlates with employee retention, motivation, and productivity;

•
cost/revenue implications of employee-related problems and effective problem resolution;

•
individual or aggregate measures of productivity and quality relative to competitors;

•
cost trends relative to competitors;

•
relationships between product/service quality, operational performance indicators, and overall financial performance trends as reflected in indicators such as operating costs, revenues, asset utilization, and value added per employee;

•
allocation of resources among alternative improvement projects based on cost/revenue implications and improvement potential;

•
net earnings derived from quality/operational/human resource performance improvements;

•
comparisons among business units showing how quality and operational performance improvement affect financial performance;

•
contributions of improvement activities to cash flow, working capital use, and shareholder value;

•
profit impacts of customer retention;

•
cost/revenue implications of new market entry, including global market entry or expansion;

•
cost/revenue, customer, and productivity implications of engaging in and/or expanding electronic commerce;

•
market share versus profits; and

•
trends in economic, market, and shareholder indicators of value. 

Human Resource Focus (Category 5)

Human Resource Focus addresses key human resource practices — those directed toward creating a high performance workplace and toward developing employees to enable them and your organization to adapt to change. The Category covers human resource development and management requirements in an integrated way, that is, aligned with your organization’s strategic directions. Included in the focus on human resources is a focus on your work environment and your employee support climate. 

To ensure the basic alignment of human resource management with overall strategy, the Criteria also include human resource planning as part of organizational planning in the Strategic Planning Category.

5.1  Work Systems

Purpose

This Item examines your organization’s systems for work and job design, compensation, employee performance management, motivation, recognition, communication, and hiring, with the aim of enabling and encouraging all employees to contribute effectively and to the best of their ability. These systems are intended to foster high performance, to result in individual and organizational learning, and to enable adaptation to change.

Requirements

You are asked how you design work and jobs to allow employees to exercise discretion and decision making, resulting in high performance. 

You are asked how you encourage and motivate employees, how you manage employee performance, how you compensate, recognize, and reward employees, and how you ensure effective communication and cooperation, all in support of high performance and employee well-being and loyalty.

Finally, you are asked how you profile, recruit, and hire employees who will meet your expectations and needs. This requirement entails ensuring that the work force is reflective of your key communities. The right work force is an enabler of high performance.

Comments

· High performance work is characterized by flexibility, innovation, knowledge and skill sharing, alignment with organizational objectives, customer focus, and rapid response to changing business needs and requirements of the marketplace. The focus of this Item is on a work force capable of achieving high performance. In addition to the enabled employees and proper work system design, high performance work requires ongoing education and training, and information systems that ensure proper information flow. To help employees realize their full potential, many organizations use individual development plans developed with each employee and addressing his/her career and learning objectives.

· Factors for your consideration in work and job design include simplification of job classifications, cross-training, job rotation, use of teams (including self-directed teams), and changes in work layout and location. Also important is effective communication across functions and work units to ensure a focus on customer requirements and to ensure an environment with trust, knowledge sharing, and mutual respect.

· Compensation and recognition systems should be matched to your work systems. To be effective, compensation and recognition might be tied to demonstrated skills and/or to peer evaluations. Compensation and recognition approaches also might include profit sharing, team or unit performance, and linkage to customer satisfaction and loyalty measures or other business objectives.

5.2  Employee Education, Training, and Development

Purpose

This Item examines your organization’s work force education, training, and on-the-job reinforcement of knowledge and skills, with the aim of meeting ongoing needs of employees and a high performance workplace.

Requirements

You are asked how education and training are designed, delivered, reinforced on the job, and evaluated, with special emphasis placed on meeting individual career progression and organizational business needs. You are asked how you consider job and organizational performance in education and training design and evaluation in support of a fact-based management system.

You are asked how employees and their supervisors participate in the needs determination, design, and evaluation of education and training, because these individuals frequently are best able to identify critical needs and evaluate success. You also are asked how employees and supervisors use performance measures and standards to ensure performance excellence in education and training.

Finally, you are asked about your organization’s key developmental and training needs, including such high priority needs as management/leadership development, diversity training, and safety. Succession planning and leadership development, at all levels in increasingly diverse organizations, present a growing challenge and need.

Comments

· Depending on the nature of your organization’s work and employees’ responsibilities and stage of organizational and personal development, education and training needs might vary greatly. These needs might include knowledge sharing skills, communications, teamwork, problem solving, interpreting and using data, meeting customer requirements, process analysis and simplification, waste and cycle time reduction, and priority setting based on strategic alignment or cost/benefit analysis. Education needs also might include basic skills, such as reading, writing, language, and arithmetic.

· Education and training delivery might occur inside or outside your organization and could involve on-the-job, classroom, computer-based, distance learning, or other types of delivery. Training also might occur through developmental assignments within or outside your organization.

· When you evaluate education and training, you should seek effectiveness measures as a critical component of evaluation. Such measures might address impact on individual, unit, and organizational performance, impact on customer-related performance, and cost/benefit analysis of the training.

· Although this Item does not specifically ask you about training for customer contact employees, such training is increasingly important and common. It frequently includes: acquiring critical knowledge and skills with respect to your products, services, and customers; skills on how to listen to customers; recovery from problems or failures; and learning how to effectively manage customer expectations.

5.3  Employee Well-Being and Satisfaction

Purpose

This Item examines your organization’s work environment, your employee support climate, and how you determine employee satisfaction, with the aim of fostering the well-being, satisfaction, and motivation of all employees, recognizing their diverse needs.

Requirements

You are asked how you ensure a safe and healthful work environment for all employees, taking into account their differing work environments and associated requirements. Special emphasis is placed on how employees contribute to identifying important factors and to improving workplace safety. You also are asked to identify appropriate measures and targets for key environmental factors so that status and progress can be tracked.

You are asked how you enhance employee well-being, satisfaction, and motivation based upon a holistic view of this key stakeholder group. Special emphasis is placed on the variety of approaches you use to satisfy a diverse work force with differing needs and expectations.

Finally, you are asked how you assess employee well-being, satisfaction, and motivation, and how you relate assessment findings to key business results to set improvement priorities. 

Comments

· Most organizations, regardless of size, have many opportunities to contribute to employee well-being, satisfaction, and motivation. Some examples of services, facilities, activities, and other opportunities are personal and career counseling; career development and employability services; recreational or cultural activities; formal and informal recognition; non-work-related education; day care; special leave for family responsibilities and/or community service; flexible work hours and benefits packages; outplacement services; and retiree benefits, including extended health care and access to employee services.

· Although satisfaction with pay and promotion is important, these two factors are generally not sufficient to ensure overall employee satisfaction, motivation, and high performance. Some examples of other factors to consider are effective employee problem and grievance resolution; employee development and career opportunities; work environment and management support; workload; communication, cooperation, and teamwork; job security; appreciation of the differing needs of diverse employee groups; and organizational support for serving customers.

· In addition to direct measurement of employee satisfaction and well-being through formal or informal surveys, some other indicators of satisfaction and well-being include: absenteeism, turnover, grievances, strikes, OSHA reportables, and worker’s compensation claims.

Process Management (Category 6)

Process Management is the focal point within the Criteria for all key work processes. Built into the Category are the central requirements for efficient and effective process management — effective design; a prevention orientation; linkage to suppliers and partners; operational performance; cycle time; and evaluation, continuous improvement, and organizational learning.

Flexibility, cost reduction, and cycle time reduction are increasingly important in all aspects of process management and organizational design. In simplest terms, flexibility refers to your ability to adapt quickly and effectively to changing requirements. Depending on the nature of your organization’s strategy and markets, flexibility might mean rapid changeover from one product to another, rapid response to changing demands, or the ability to produce a wide range of customized services. Flexibility might demand special strategies such as implementing modular designs, sharing components, sharing manufacturing lines, and providing specialized training. Flexibility also increasingly involves outsourcing decisions, agreements with key suppliers, and novel partnering arrangements.

Cost and cycle time reduction often involve many of the same process management strategies as achieving flexibility. Thus, it is crucial to utilize key measures for these requirements in your overall process management.

6.1  Product and Service Processes

Purpose

This Item examines your organization’s key product and service design and delivery processes, with the aim of improving your marketplace and operational performance.

Requirements

You are asked to identify your key design processes for products and services and their related production and delivery processes. You are asked how you address key requirements, such as customer/market requirements and new technology. You also are asked how you address key factors in design effectiveness, including cost control, cycle time, and learning from past design projects. Finally, you are asked how you ensure that design processes cover all key operational performance requirements and appropriate coordination and testing to ensure effective product/service launch.

You are asked to identify your key production/delivery processes, their key performance requirements, and key performance measures. These requirements and measures are the basis for maintaining and improving your products, services, and production/delivery processes. Finally, you are asked how you improve your production/delivery processes to achieve better processes and products/services.

Comments

· Your design approaches could differ appreciably depending upon the nature of your products/services — whether the products/services are entirely new, variants, or involve major or minor process changes. You should consider the key requirements for your products and services. Factors that might need to be considered in design include: safety; long-term performance; environmental impact; “green” manufacturing; measurement capability; process capability; manufacturability; maintainability; supplier capability; and documentation. Effective design also must consider cycle time and productivity of production and delivery processes. This might involve detailed mapping of manufacturing or service processes and redesigning (“reengineering”) those processes to achieve efficiency, as well as to meet changing customer requirements.

· Many organizations need to consider requirements for suppliers and/or business partners at the design stage. Overall, effective design must take into account all stakeholders in the value chain. If many design projects are carried out in parallel, or if your organization’s products utilize parts, equipment, and facilities that are used for other products, coordination of resources might be a major concern, but might offer means to significantly reduce unit costs and time to market.

· Coordination of design and production/delivery processes involves all work units and/or individuals who will take part in production/delivery and whose performance materially affects overall process outcome. This might include groups such as research and development (R&D), marketing, design, and product/process engineering.

· This Item calls for information on the management and improvement of key production/delivery processes. The information required includes a description of the key processes, their specific requirements, and how performance relative to these requirements is determined and maintained. Specific reference is made to in-process measurements and customer interactions. These measurements and interactions require the identification of critical points in processes for measurement, observation, or interaction. These activities should occur at the earliest points possible in processes to minimize problems and costs that may result from deviations from expected performance. Expected performance frequently requires setting performance levels or standards to guide decision making. When deviations occur, corrective action is required to restore the performance of the process to its design specifications. Depending on the nature of the process, the corrective action could involve technical and/or human considerations. Proper corrective action involves changes at the source (root cause) of the deviation. Such corrective action should minimize the likelihood of this type of variation occurring again or anywhere else in your organization. When customer interactions are involved, differences among customers must be considered in evaluating how well the process is performing. This might entail specific or general contingencies, depending on the customer information gathered. This is especially true of professional and personal services.

· This Item also calls for information on how processes are improved to achieve better performance. Better performance means not only better quality from your customers’ perspective but also better financial and operational performance — such as productivity — from your organization’s perspective. A variety of process improvement approaches are commonly used. These approaches include: (1) sharing successful strategies across your organization; (2) process analysis and research (e.g., process mapping, optimization experiments, and error proofing); (3) research and development results; (4) benchmarking; (5) using alternative technology; and (6) using information from customers of the processes — within and outside of your organization. Process improvement approaches might utilize financial data to evaluate alternatives and set priorities. Together, these approaches offer a wide range of possibilities, including complete redesign (“reengineering”) of processes.

6.2  Support Processes

Purpose

This Item examines your organization’s key support processes, with the aim of improving your overall operational performance.

Requirements

You are asked to identify your key support processes and their design requirements. You are asked how your organization’s key support processes are designed to meet all your requirements and how you incorporate input from internal and external customers, as appropriate. 

You also are asked how day-to-day operation of your key support processes ensures meeting the key requirements, including how in-process measures and/or customer feedback are used. 

Finally, you are asked how you improve your key support processes to achieve better performance and to keep them current with your changing business needs and directions.

Comments

· Your support processes are those that support product and/or service delivery, but are not usually designed in detail with the products and services. The support process requirements usually do not depend significantly upon product and service characteristics. Support process design requirements usually depend significantly upon your internal requirements, and they must be coordinated and integrated to ensure efficient and effective linkage and performance. Support processes might include finance and accounting, software services, sales, marketing, public relations, information services, personnel, legal services, plant and facilities management, research and development, and secretarial and other administrative services.

· This Item calls for information on how your organization evaluates and improves the performance of your key support processes. Four approaches frequently used are: (1) process analysis and research; (2) benchmarking; (3) use of alternative technology; and (4) use of information from customers of the processes — within and outside your organization. Together, these approaches offer a wide range of possibilities, including complete redesign (“reengineering”) of processes.

6.3  Supplier and Partnering Processes

Purpose

This Item examines your organization’s key supplier and partnering processes and relationships, with the aim of improving your performance and your suppliers’ performance.

Requirements

You are asked to identify the key products and services that you obtain from suppliers and partners to understand the nature and business criticality of these supplies. You are asked for your key performance requirements and measures for suppliers and partners, and how you use these requirements and measures in managing and improving performance. These performance requirements and associated measures should be the principal factors you use in making purchases (e.g., quality, timeliness, and price).  

You are asked how you provide actionable feedback and how you minimize costs associated with acceptance testing, two components of a system for supplier/partner relationship building and process improvement. You also are asked how you provide your suppliers and partners with assistance and incentives, which will contribute to improvements in their performance and your performance.

Finally, you are asked how you improve your supplier and partnering processes so that you and your suppliers can keep current with your changing business needs and directions.

Comments

· Suppliers and partners are receiving increasing focus as many organizations re-evaluate their core functions and the potential for better overall performance through strategic use of suppliers and partners. As a result, supply chain management is a growing factor in many organizations’ productivity, profitability, and overall business success. 

· In identifying key suppliers and partners, you should consider goods and services used in the design, production, delivery, and use of your organization’s products and services, i.e., consider both upstream and downstream suppliers and partners. 

· The Item places particular emphasis on the unique relationships that lead to high performance. Electronic data and information exchange is fostering new modes of communication and new types of relationships that can support high performance on the part of suppliers and customers. You are encouraged to focus on actions that will not only improve supplier performance, but actions that will enable them to contribute to your improved performance. In addition to electronic information exchange, such actions might include one or more of the following: improving your procurement and supplier management processes; joint planning; customer-supplier teams; training; long-term agreements; and recognition. Your supplier management planning might include changes in supplier selection, leading to a reduction in the number of suppliers and an increase in preferred supplier and partnership agreements. 

Business Results (Category 7)

The Business Results Category provides a results focus that encompasses your customers’ evaluation of your organization’s products and services, your overall financial and market performance, and results of all key processes and process improvement activities. Through this focus, the Criteria’s dual purposes — superior value of offerings as viewed by your customers and the marketplace, and superior organizational performance reflected in your operational and financial indicators — are maintained. Category 7 thus provides “real-time” information (measures of progress) for evaluation and improvement of processes, products, and services, aligned with your overall organizational strategy. Item 4.2 calls for analysis of business results data and information to determine your overall organizational performance.

7.1  Customer Focused Results 

Purpose 

This Item examines your organization’s customer focused performance results, with the aim of demonstrating how well your organization has been satisfying your customers and delivering product and service quality that lead to satisfaction and loyalty. 

Requirements 

You are asked to provide current levels, trends, and appropriate comparisons for key measures and/or indicators of customer satisfaction, dissatisfaction, and satisfaction relative to competitors. You are asked to provide data and information on customer loyalty (retention), positive referral, and customer-perceived value. 

You also are asked to provide levels and trends in key measures and/or indicators of product and service performance. Such results should be for key drivers of your customers’ satisfaction and retention. 

Comments 

· This Item focuses on the creation and use of all relevant data to determine and help predict your organization’s performance as viewed by your customers. Relevant data and information include: customer satisfaction and dissatisfaction; retention, gains, and losses of customers and customer accounts; customer complaints and warranty claims; customer-perceived value based on quality and price; and awards, ratings, and recognition from customers and independent rating organizations.

· The Item includes measures of product and service performance that serve as indicators of customers’ views and decision making relative to future purchases and relationships. These measures of product and service performance are derived from customer-related information gathered in Items 3.1 and 3.2 (“listening posts”). 

· Product and service measures appropriate for inclusion might be based upon the following: internal quality measurements; field performance of products; data collected from your customers by other organizations on ease of use or other attributes; or customer surveys on product and service performance.

· The correlation between product/service performance and customer indicators is a critical management tool — for defining and focusing on key quality and customer requirements and for identifying product/service differentiators in the marketplace. The correlation might reveal emerging or changing market segments, the changing importance of requirements, or even the potential obsolescence of offerings. 

7.2  Financial and Market Results

Purpose 

This Item examines your organization’s financial and market results, with the aim of understanding your marketplace challenges and opportunities. 

Requirements 

You are asked to provide levels, trends, and appropriate comparisons for key financial, market, and business indicators. Overall, these results should provide a complete picture of your financial and marketplace success and challenges. 

Comments 

· Measures reported in this Item are those usually tracked by senior leadership on an ongoing basis to assess your organization’s performance. 

· Appropriate financial measures and indicators might include: revenue, profits, market position, cash-to-cash cycle time, earnings per share, and returns measures. Marketplace performance measures might include: market share, measures of business growth, new product and geographic markets entered (including exports), and percent new product sales.

7.3  Human Resource Results

Purpose 

This Item examines your organization’s human resource results, with the aim of demonstrating how well your organization has been creating and maintaining a positive, productive, learning, and caring work environment.

Requirements 

You are asked to provide current levels, trends, and appropriate comparisons for key measures and/or indicators of employee well-being, satisfaction, dissatisfaction, and development. 

You also are asked to provide data and information on your organization’s work system performance and effectiveness. 

Comments 

· Results reported might include generic or organization-specific factors. Generic factors might include: safety, absenteeism, turnover, satisfaction, and complaints (grievances). For some measures, such as absenteeism and turnover, local or regional comparisons are appropriate. 

· Organization-specific factors are those you assess for determining your employees’ well-being and satisfaction. These factors might include: extent of training or cross-training, or extent and success of self-direction.  

· Results measures reported for work system performance might include improvement in job classification, job rotation, work layout, and local decision making. Results reported might include input data, such as extent of training, but the main emphasis should be on data that show effectiveness of outcomes. 

7.4  Supplier and Partner Results

Purpose 

This Item examines your organization’s supplier and partner results, with the aims of demonstrating how well your organization ensures the quality, delivery, and price of externally provided goods and services and how your suppliers/partners contribute to your improved performance. 

Requirements 

You are asked to provide current levels, trends, and appropriate comparisons for key measures and/or indicators of supplier and partner performance, including how their performance affects your improved performance. You should emphasize your most critical requirements for business success. 

Comments 

· Suppliers and partners provide goods and services “upstream” and “downstream.” Data reported should reflect results by whatever means they occur — via improvements by suppliers and partners and/or through better selection of suppliers and partners.  

· For purposes of this Item, providers of goods and services within your parent organization, but not in your own organization, should be included as suppliers or partners. 

· Results reported might include: quality levels, cost savings, total supply chain management costs, reductions in waste, reductions in inventory, reductions in cycle time, and increases in productivity. Indicators of better connection and communication, such as achieved via electronic commerce or data exchanges, are appropriate for inclusion. Indicators of supplier and partner performance improvement via external compliance, such as ISO 9000 and Y2K readiness, also are appropriate for inclusion.

7.5  Organizational Effectiveness Results 

Purpose 

This Item examines your organization’s other key operational performance results, with the aim of achieving organizational effectiveness and key organizational goals. 

Requirements 

You are asked to provide current levels, trends, and appropriate comparisons for key measures and/or indicators of operational and strategic performance that support the ongoing achievement of results reported in Items 7.1 through 7.4.

You also are asked to provide data and information on your organization’s regulatory/legal compliance and citizenship. 

Comments 

· This Item encourages your organization to develop and include unique and innovative measures to track business development and operational improvement. However, all key areas of business and operational performance should be covered by measures that are relevant and important to your organization. 

· Measures and/or indicators of operational effectiveness and efficiency might include: reduced emission levels, waste stream reductions, by-product use, and recycling; internal responsiveness indicators such as cycle times, production flexibility, lead times, set-up times, and time to market; business-specific indicators such as innovation rates, product/process yields, and delivery performance to request; third-party assessment results such as ISO 9000 audits; and indicators of strategic goal achievement.

· Measures should include environmental and regulatory compliance and noteworthy achievements in these areas, as appropriate. Results also should include indicators of support for key communities and other public purposes.

· If your organization has received sanctions or adverse actions under law, regulation, or contract during the past three years, the incidents and current status should be summarized.

ENERGY PERFORMANCE EXCELLENCE AWARDS
RECIPIENTS FOR 1995 THROUGH 1999

	Organization Name by Award Level
	Award Years

	
	1995
	1996
	1997
	1998
	1999

	EXCELLENCE AWARD
	

	None awarded between 1995 and 1999
	
	
	
	
	

	ACHIEVEMENT AWARD
	

	Department of Energy, Albuquerque Operations Office
	X
	
	
	
	

	Westinghouse Waste Isolation Division
	X
	
	
	
	

	AlliedSignal Federal Manufacturing & Technologies
	
	X
	
	
	

	Wackenhut Services, Inc, Nevada Operations
	
	
	
	X
	

	Department of Energy, Energy Information Administration
	
	
	
	X
	

	Lockheed Martin Energy Systems, Inc., Analytical Services Organization
	
	
	
	X
	

	Wackenhut Services, Inc., Savannah River
	
	
	
	
	X

	ACCOMPLISHMENT AWARD
	

	Lawrence Livermore Laboratory, Plant Engineering Department
	X
	
	
	
	

	Lawrence Livermore Laboratory, Security and Safeguards Department
	X
	
	
	
	

	Lockheed Martin Energy Systems Environmental Management and Enrichment
	X
	X
	
	
	

	Sandia National Laboratory
	X
	
	
	
	

	Department of Energy, Savannah River Operations Office
	X
	X
	
	
	

	Westinghouse Waste Isolation Division
	
	X
	
	
	

	Lockheed Martin Energy Systems, Inc., Analytical Services Organization
	
	X
	
	
	

	Lawrence Livermore Laboratory, Business Services
	
	X
	
	
	

	Los Alamos National Laboratory
	
	X
	
	
	

	Department of Energy, Office of Energy Research
	
	
	X
	
	

	Wackenhut Services, Inc, Savannah River Site
	
	
	X
	
	

	Strategic Petroleum Reserve Project Management Office
	
	
	
	X
	

	Oak Ridge Institute for Science and Education, Business Operations
	
	
	
	
	X
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	Los Alamos National Laboratory
	X
	
	
	
	

	DynMcDermott Petroleum Operations
	
	X
	
	X
	

	Department of Energy, Office of Human Resources & Administration
	
	X
	X
	X
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	X
	
	
	

	Department of Energy, Nevada Operations Office, Office of Administration
	
	X
	
	
	

	Department of Energy, Carlsbad Area Office
	
	
	X
	
	

	Lockheed Martin Energy Systems, Inc., Procurement Services
	
	
	X
	
	

	Oak Ridge Associated Universities, Business Operations
	
	
	X
	X
	

	Department of Energy, Albuquerque Operations Office
	
	
	
	X
	

	Lawrence Livermore Laboratory, Procurement and Materiel Department
	
	
	
	X
	

	Strategic Petroleum reserve Program Office
	
	
	
	
	X

	Department of Energy, Office of Hearings and Appeals
	
	
	
	
	X

	Integrated Technology Corp., Nevada Operations
	
	
	
	
	X
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	Organization Name by Award Level
	Award Years

	
	1995
	1996
	1997
	1998
	1999
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	X
	
	
	
	

	Bechtel Petroleum Operations
	X
	
	
	
	

	DynMcDermott Petroleum Operations
	X
	
	
	
	

	Department of Energy, Energy Information Administration
	X
	
	
	
	

	Lockheed Martin Energy Systems, Inc., Analytical Services Division
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	Department of Energy, Office of Science Education and Technical Information
	X
	
	X
	
	

	West Valley Demonstration Project
	X
	
	
	
	

	Department of Energy, Office of Environmental Management
	
	X
	
	
	

	Department of Energy, Office of Administrative Services
	
	X
	
	
	

	Wackenhut Services, Inc, Savannah River Site
	
	X
	
	
	

	Department of Energy, Idaho Operations Office
	
	
	X
	
	

	Lawrence Livermore Laboratory, Procurement and Materiel Department
	
	
	X
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	X
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	X
	
	

	Brookhaven National Laboratory, Safeguard and Security
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	X
	

	Supplier Quality Information Group
	
	
	
	
	X

	IMPROVEMENT AWARD
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	Strategic Petroleum Reserve Project Management Office
	
	
	X
	
	

	None awarded in 1995 and discontinued in 1998
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Mikel, Harry (‘96)

Westinghouse Waste Isolation Div.

Carlsbad, NM 88221

Ph 505-234-8458, Fax 505-885-6955

Mikel, Karen (‘96)

Westinghouse Waste Isolation Div.

Carlsbad, NM 88221

Ph 505-234-8157, Fax 505-887-2116

Mills, Otis (‘97)

DOE/Federal Energy Technical Center

Pittsburgh, PA 15236-0940

Ph 412-892-5890, Fax 412-892-6195

Montgomery, Monty (’96, ’98, ’99, ‘00)

Mason & Hangar

Amarillo, TX 79177

Ph 806-477-4006, Ext. 3315,

Fax 806-477-5447

Morley, Nathan (’98)

DOE/Albuquerque Operations Office

Albuquerque, NM 87185-5400

Ph 505-845-4861, Fax 505-845-6195

Mudd, Robin (‘95, ‘96, ’97, ’98, ‘00)

DOE/Office of Human Resources & Administration (HR-1)

Washington, DC 20585

Ph 202-586-2690, Fax 202-586-8006

Nesser, Catherine (’96, ‘00)

WIPP ES&H/Env. & Rad. Control

Carlsbad, NM 88221

Ph 505-234-8327, Fax 505-885-4562

Nevel, Sergio (‘95)

University of California

Oakland, CA 94612

Ph 510-987-0784, Fax 510-839-3831

Nicholls, Carol (‘96)

Allied Signal, Inc.

Kansas City, MO 64141

Ph 816-997-2638, Fax 816-997-5492

Nickola, Cheryl (‘95)

Battelle Pacific Northwest Laboratory

Richland, WA 99352

Ph 509-376-5547, Fax 509-376-1729

Notestein, John (‘95)

DOE/Morgantown Energy Technology Center

Richland, WA 26507-0880

Ph 304-285-4272, Fax 304-285-4292

O’Barr, J. Larry (’00)
Oak Ridge Associated Universities

Oak Ridge, TN 37831-0117

Ph 865-241-2108, Fax 865-241-2125

Olivier, Terry (‘96)

Dyn McDermott Petroleum Operations

New Orleans, LA 20123

Ph 504-734-4414, Fax 504-734-4032

Ortega, Joseph (‘95)

Los Alamos National Laboratory

Los Alamos, NM 87545

Ph 505-667-7782, Fax 505-665-6837

Otto, Thomas (’00)
Mason & Hanger

Amarillo, TX 79177

Ph 806-477-4298, Fax 806-477-4202

Peters, David (‘96, ’97,’98)

Allied Signal, Inc.

Kansas City, Mo 64141

Ph 816-997-2352, Fax 816-997-2463

Peterson, Shirley (‘97)

DOE/Albuquerque Operations Office

Albuquerque, NM 87185-5400

Ph 505-845-6393, Fax 505-845-4617

Poore, John (‘95, ‘96)

DOE/Savannah River Site

Aiken, SC 29082

Ph 803-725-1690, Fax 803-725-0608 


Pound, Karen (’95, ’99)

Sandia National Laboratories

Albuquerque, NM 87185-1369

Ph 505-271-7902, Fax 505-271-7902

Prince, Cheryl (’99, ‘00)

IT Corporation

Las Vegas, NV 89193-3838

Ph 702-295-1986, Fax 702-295-2025

Protopapas, Dr. P.E. (Tako) (‘95)

DOE/Environmental Health

Germantown, MD 20874

Ph 301-903-5179, Fax 301-903-2329

Pryor, Bill (’97, ‘98)

DynMcDermott

New Orleans, LA 70123

Ph 504-734-4699, Fax 504-734-4192

Randall, Donald R. (‘95)

Lawrence Livermore National Laboratory

Livermore, CA 94551

Ph 510-422-9433, Fax 510-422-5486

Rapp III, Karl (‘97)

Lockheed Martin Energy Systems, Inc.

Oak Ridge, TN 37831-7044

Ph 423-576-1796, Fax 423-241-4947

Ratledge, Michael (’98)

Oak Ridge Reservation Power Operations

Oak Ridge, TN 37831-7302

Ph 423-576-8432, Fax 423-241-2047

Reed, Yvonne (’98)

DOE/Office of Human Resources and Administration

Washington, D. C. 20585

Ph 202-586-4325, Fax 202-586-0753

Reese, Lily (‘97)

Los Alamos National Lab

Los Alamos, NM 87454

Ph 505-665-8767, Fax 505-665-4660

Reese, Thomas (‘97)

DOE/Carlsbad Area Office

Carlsbad, NM 88221

Ph 505-234-7311, Fax 505-234-7019

Reilly, Kevin P. (‘95, ‘96)

DOE/Oakland/SSO B-Factory

Menlo Park, CA 94025

Ph 415-926-4552, Fax 415-926-3210

Richer, Don (’98)

DOE/Albuquerque Operations Office

Albuquerque, NM 87199-3381

Ph 505-845-5374, Fax 505-845-4234

Riggs, Donna R. H. (’95,  ’99)

DOE/Oak Ridge Operations

Oak Ridge, TN 37831

Ph 423-576-0063, Fax 423-576-3725

Robinson, Jeanne (‘95)

Lawrence Livermore National Laboratory

Berkeley, CA 94720

Ph 510-423-4679, Fax 510-422-5486

Roback, Lisa (’00)
Westinghouse Waste Isolation Div

Carlsbad, NM 88221

Ph 505-234-7577, Fax 505-234-7055

Rodin, Larry W. (‘95)

Mason & Hanger, Pantex Plant

Amarillo, TX 79177

Ph 806-477-4259, Fax 806-477-4809

Rollow, Tom (‘95, ‘96)

DOE/ESH

Washington, DC 20585

Ph 202-586-7449, Fax 202-586-7330

Russell, Robert (‘96)

DOE/Env., Safety, & Health

Washington, DC 20585

Ph 202-586-9636, Fax 202-586-7246


Ryder, Dennis (‘96, ’97, ‘98)

Pacific Northwest National Lab

Richland, WA 99352

Ph 509-372-6380, Fax 509-375-3650

Sandlin, Steven (‘96, ’97, ’98, 99)

DOE/Richland Operations Office

Richland, WA 99352

Ph 509-376-6835, Fax 509-376-4718

Schachter, Laura (’98, ’99, ‘00)

DOE/Rocky Flats Field Office

Golden, CO 80402-0928

Ph 303-966-2200, Fax 303-966-3418

Shaffer, Ronald I. (‘95)

DOE/ Office of Chief Financial Officer

Germantown, MD 20585

Ph 301-903-1234, Fax 301-903-1241

Shaw, Kimberly R. (‘95)

Lockheed Martin Energy Systems, Inc.

Oak Ridge, TN 37831

Ph 423-241-4638, Fax 423-241-5744

Shoulta, Jeff (‘96)

DOE/Albuquerque Operations Office

Albuquerque, NM 87185

Ph 505-845-5930, Fax 505-845-6357

Smith, Bobbie (‘95)

DOE/Office of Environmental Restorations

Germantown, MD 20874

Ph 301-903-7436, Fax 301-903-3479

Smith, Laurie (‘95, ‘96)

DOE/ Office of Administrative Services,

Washington, DC 20585

Ph 202-586-8082, Fax 202-586-1937

Smith, Mike (’99)

DOE/Oak Ridge Operations

Oak Ridge, TN 37831

Ph 423-576-0973, Fax 423-576-3725

Smith, Rufus (‘96)

DOE/Oak Ridge Operations Office

Oak Ridge, TN 37831

Ph 423-576-4988, Fax 423-241-4439

Stein, Steve (‘96)

Brookhaven National Laboratory

Upton, NY 11973

Ph 516-344-5694, Fax 516-344-7981

Tanner, Louis (‘96, ‘97)

Bechtel Jacobs Company LLC

Oak Ridge, TN 37831-7161

Ph 423-576-0390, Fax 423-574-5037

Thompson, Brian (‘96, ‘97)

Los Alamos National Lab

Los Alamos, NM 87545

Ph 505-667-9308, Fax 505-667-1115

Torello, Steven (’97, ’98, ’99, ‘00)

Allied Signal

Kansas, MO 64141-6159

Ph 816-997-3423, Fax 816-997-5961

Torres, Jr., Jose (‘95, ‘96)

Argonne National Lab

Argonne, IL 60439

Ph 708-252-7458, Fax 708-252-7190

Trible, Thomas (’98)

Lockheed Martin Hanford Company

Richland, WA 99352

Ph 509-373-3423, Fax 509-376-9191

Tucker, Ernie (’99)

Brookhaven National Laboratory

Upton, NY 11973

Ph 516-344-5736

Valdez, William (‘96)

DOE/Office of Energy Research

Washington, DC 20585

Ph 202-586-4479, Fax 202-586-5701


Vaughan, Larry (‘96)

DOE/Office of Environmental Management

Washington, DC 20585

Ph 202-586-2523, Fax 202-586-9732

Verderosa, Michael (’98, ’00)

Brookhaven National Laboratory

Upton, NY 11973

Ph 516-344-2052, Fax 516-344-2619

Vetter, John (‘97)

DOE/Office of Performance Excellence

Washington, DC 20585

Ph 202-287-1600, Fax 202-287-1861

Volintine, Brian G. (‘97)

DOE/Energy Efficiency & Renewable Energy

Washington, DC 20585

Ph 202-586-1739, Fax 202-586-3180

Watkins, Susan (‘97)

Los Alamos National Laboratory

Los Alamos, NM 87544-7113

Ph 505-667-4356, Fax 505-665-6452

Weir, Paula (‘95, ’96, ’97, ’98, 99)

DOE, EIA-I

Washington, DC 20585-0340

Ph 202-586-1262, Fax 202-586-4913

White, Dennis L. (‘95)

Oak Ridge National Laboratory

Assigned OQM-I Forrestal

Washington, DC 20585

Ph 202-479-0463, Fax 202-479-6056

Wilke, Jessica (‘95)

Brookhaven National Laboratory

Upton, NY 11973-5000

Ph 516-344-5173, Fax 516-344-7981

Winston, Donald (‘96)

Los Alamos National Lab

Los Alamos, NM 87545

Ph 505-667-5432, Fax 505-665-5728

Zamuda, Craig (’98)

DOE/Office of Fossil Energy

Washington, D. C. 20585

Ph 202-586-6367, Fax 202-586-6131

Zedick, John (’97, ‘98)

SAIC/IT Corporation

Las Vegas, NV 89030

Ph 702-295-2488, Fax 702-295-2025

Zilliox, Sarah (‘96)

Honeywell FM&T/KC

Kansas City, MO 64141

Ph 816-997-2298, Fax 816-997-2583

REQUEST FOR APPLICATION MODELS
The following organizations will provide a copy of their 2000 application to be used as a model in preparing a 2001 application for the Energy Performance Excellence Award. 

Organization







Point of Contact

Wackenhut Services, Inc. Savannah River Site
Byron Hunt







803-952-7331

Westinghouse Waste Isolation Division
Cathy Nesser







505-234-7296

FORMS

NOTICE OF INTENT TO APPLY
APPLICATION FORM
BOARD OF EXAMINER SELF-NOMINATION
DISCLOSURE OF CONFLICT OF INTEREST
NOTICE OF INTENT TO APPLY
DUE: FEBRUARY 19, 2001

2001 ENERGY PERFORMANCE EXCELLENCE AWARD PROGRAM

Name of Organization____________________________________________________________

Address:______________________________________________________________________

________________________________________________________________________

_______________________________________________________________________

The Organization is: (see page 4)

___Federal 1st-Tier
___Federal, not 1st-Tier
___M&O or M&I Contractor

or Subunit

___Laboratory or Subunit

Size of Organization:   Number of employees_________

Identify Location of all sites: ______________________________________________________

________________________________________________________________________

________________________________________________________________________

Official Point of Contact in Applicant Organization:

Name: __________________________________
Title:_______________________________

Address: ______________________________________________________________________

______________________________________________________________________

Telephone:______________________________
Fax: ____________________________

Print Name ______________________________
Title __________________________

Highest Ranking Official in Organization
Signature ________________________________
Date __________________________

Fax this Form to 202-287-1861
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APPLICATION FORM

DUE: APRIL 17, 2001
2001 ENERGY PERFORMANCE EXCELLENCE AWARD PROGRAM
(This form must accompany the application.  It is not counted in the page limit)
Name of Organization____________________________________________________________

Address:______________________________________________________________________

________________________________________________________________________

________________________________________________________________________

The Organization is: (see page 4)

___Federal 1st-Tier
___Federal, not 1st-Tier
___M&O or M&I Contractor

or Subunit

___Laboratory or Subunit

Size of Organization:   Number of employees_________

Identify Location of all sites: ______________________________________________________

________________________________________________________________________

Official Point of Contact in Applicant Organization:

Name: __________________________________
Title:_______________________________

Address: ______________________________________________________________________

______________________________________________________________________

Telephone:______________________________
Fax: ____________________________

Certification:
The information in this application is correct to the best of my knowledge.  Permission is granted to duplicate and disseminate the Energy Performance Excellence Award (EPEA) application or to incorporate the information from the EPEA application into a video or to use it for training purposes.
Names and telephone numbers of Examiners from my organization are attached or on the back of this form.  I agree to pay for cost incurred for their Examiner training, evaluation of applications, site visit(s), and preparation of feedback report(s) and judge’s report(s).

Print Name ______________________________
Title __________________________

Highest Ranking Official in Organization
Signature ________________________________
Date __________________________

Fax this Form to 202-287-1861
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BOARD OF EXAMINER SELF-NOMINATION

DUE: FEBRUARY 19, 2001
2001 Energy Performance Excellence Award Program

Last Name __________________________
First _____________________
M.I. ____

Position______________________ 
Organization ___________________________________

Work Address ________________________________________________________________

____________________________________
E-mail Address_________________________

Work Telephone _________________________Work Fax _____________________________

Note:
Telephone numbers will be used to clarify information of potential Examiners.

1.
If you have been an Examiner previously, for one or more of the following programs, list the year(s).


Energy Performance Excellence Award Examiner
Year(s) ________________________


State Quality Award Examiner

Year(s) ___________State:______________


Malcolm Baldrige Quality Award Examiner 
Year(s) ________________________


President’s Quality Award Examiner

Year(s) ________________________

2. If you have been a Senior Examiner previously, for one or more of the following programs, list the year(s).


Energy Performance Excellence Award Examiner
Year(s) ________________________


State Quality Award Examiner

Year(s) ___________State:_____________


Malcolm Baldrige Quality Award Examiner
Year(s) ________________________


President’s Quality Award Examiner

Year(s) ________________________

3.
List the organizations in which you have worked for the last 15 years.  (NOTE: 2000 Examiners and Senior Examiners list only the changes in the past 12 months.)
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4. Briefly describe the experience you have gained in the following areas:  (NOTE: 2000 Examiners and Senior Examiners list only new experience gained in the past 12 months.)

a. Technical:

b. Professional:

c. Business:

d. Quality:

5. Please rank from 1 to 7 your level of knowledge or skill in the following areas (1 = best and do not repeat the same number)

___ Expertise in the management of an organization

___ Expertise in the analysis of results

___ Knowledge of quality practices and improvement strategies

___ Writing skills

___ Leadership skills

___ Interpersonal skills

___ Education or training skills

6.
Briefly explain your experience in using the Malcolm Baldrige Criteria.  (NOTE: 2000 Examiners and Senior Examiners are not required to complete this item.)
F4

7.
Describe your experience in assisting your organization’s effort to achieve performance excellence.

8.
Briefly explain why you want to participate as an Energy Performance Excellence Award Examiner.  (NOTE: 2000 Examiners and Senior Examiners may explain why they are returning.)

Certification:
I commit to and understand that my participation in the following activities falls within my role as an Examiner or Senior Examiner.

I commit to:

· Spending 30 to 40 hours to complete the pre-work associated with the Examiner training;

· Attending all Examiner training starting at 2 p.m. on Sunday, June 3, and continuing through noon on Friday, June 8, 2001;

· Spending 4-to-5 days on site visits as required by the number of applications I am assigned;

· Spending approximately 20 hours on the finalization of the applicant’s feedback report and judges report; 

· Bring to the Examiner training a series of possible dates for conducting site visits between June 11 and August 4, 2001.

I understand that if I do not complete the pre-work I cannot attend Examiner training.  Pretraining work will be collected upon arrival Sunday, June 3, 2001.

___________________________________________________________________________

Candidate’s Signature and Date
I accept the commitment of my employee’s time and my commitment to fund travel and related expenses for training, application evaluation, and preparation of feedback and judges reports.

____________________________________Print Name_______________________________

Supervisor’s Signature and Date.
Please fax pages F3 – F6 to: 202-287-1861
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DISCLOSURE OF CONFLICT OF INTEREST
DUE: FEBRUARY 19, 2001
All Examiners and Senior Examiners are required to provide the following information.

Please list the Department of Energy organizations or prime contractor companies believed to be a conflict of interest for you as an Energy Performance Excellence Award Examiner.  Consider the following:

· Organizations from which you receive funding for work you perform,

· Organizations to which you provide funding for work performed, and

· How you may bias the outcome of the application evaluation based on past working relationships.

As an Energy Performance Excellence Award Examiner or Senior Examiner, I have or believe that I have a conflict of interest with the following Department of Energy organizations or prime contractor companies.

Print Name ____________________________________________
Date ______________

Signature ______________________________________________
Date ______________

Please fax pages F3 – F6 to: 202-287-1861
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APPENDIX

SCORING GUIDELINES
SCORING GUIDELINES – Approach--Deployment

	SCORE
	DIMENSION
	APPROACH/DEPLOYMENT DESCRIPTION

	0%
	•
Approach
	•
no systematic approach evident; anecdotal information

	10%

to

20%
	•
Approach

•
Deployment

•
Improvement
	•
beginning of a systematic approach to the basic purposes of the Item

•
major gaps exist in deployment that would inhibit progress in achieving the basic purposes of the Item

•
early stages of a transition from reacting to problems to a general improvement orientation

	30%

to

40%
	•
Approach

•
Deployment

•
Improvement
	•
a sound, systematic approach, responsive to the basic purposes of the  Item

•
approach is deployed, although some areas or work units are in early stages of deployment
•
beginning of a systematic approach to evaluation and improvement of basic Item processes

	50%

to

60%
	•
Approach

•
Deployment

•
Improvement

•
Integration
	•
a sound, systematic approach, responsive to the overall purpose of the Item

•
approach is well-deployed, although deployment may vary in some areas or work units

•
a fact-based, systematic evaluation and improvement process is in place for basic Item processes

•
approach is aligned with basic organizational needs identified in the other Criteria Categories

	70%

to

80%
	•
Approach

•
Deployment

•
Improvement

•
Integration
	•
a sound, systematic approach, responsive to the multiple requirements of the Item

•
approach is well-deployed, with no significant gaps

•
a fact-based, systematic evaluation and improvement process and organizational learning/sharing are key management tools; clear evidence of refinement and improved integration as a result of organizational-level analysis and sharing

•
approach is well-integrated with organizational needs identified in the other Criteria Categories

	90%

to

100%
	•
Approach

•
Deployment

•
Improvement

•
Integration
	•
a sound, systematic approach, fully responsive to all the requirements of the  Item

•
approach is fully deployed without significant weaknesses or gaps in any areas or work units

•
a very strong, fact-based, systematic evaluation and improvement process and extensive organizational learning/sharing are key management tools; strong refinement and integration, backed by excellent organizational-level analysis and sharing

•
approach is fully integrated with organizational needs identified in the other Criteria Categories
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SCORING GUIDELINES – Results
	PRIVATE 
SCORE
	DIMENSION
	RESULTS DESCRIPTION 

	0%
	•
Performance
	•
no results or poor results in areas reported

	10%

to

20%
	•
Performance

•
Key results
	•
some improvements and/or early good performance levels in a few areas

•
results not reported for many to most areas of importance to the organization’s key business requirements

	30%

to

40%
	•
Performance

•
Trends/Compare

•
Key results
	•
improvement and/or good performance levels in many areas of importance to the organization’s key business requirements

•
early stages of developing trends and obtaining comparative information

•
results reported for many to most areas of importance to the organization’s key business requirements

	50%

to

60%
	•
Performance

•
Trends

•
Comparison

•
Key results
	•
improvement trends and/or good performance levels reported for most areas of importance to the organization’s key requirements

•
no pattern of adverse trends and no poor performance levels in areas of importance to the organization’s key business requirements

•
some trends and/or current performance levels(evaluated against relevant comparisons and/or benchmarks(show areas of strength and/or good to very good relative performance levels

•
business results address most key customer, market, and process requirements

	70%

to

80%
	•
Performance

•
Trends

•
Comparisons

•
Key results
	•
current performance is good to excellent in areas of importance to the organization’s key business requirements

•
most improvement trends and/or current performance levels are sustained

•
many to most trends and/or current performance levels(evaluated against relevant comparisons and/or benchmarks(show areas of leadership and very good relative performance levels

•
business results address most key customer, market, process, and action plan requirements

	90%

to

100%
	•
Performance

•
Trends

•
Comparison

•
Key results
	•
current performance is excellent in most areas of importance to the organization’s key business requirements

•
excellent improvement trends and/or sustained excellent performance levels in most areas

•
evidence of industry and benchmark leadership demonstrated in many areas

•
business results fully address key customer, market, process, and action plan requirements
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Note: The Scoring System used with the Criteria Items can be found in the Appendix on pages F7 and F8.





Criteria for Performance Excellence Goals 


The Criteria are designed to help organizations enhance their performance through focus on dual, results-oriented goals: 


delivery of ever-improving value to customers, resulting in marketplace success; and 


improvement of overall organizational effectiveness and capabilities.
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_1039611543.vsd
Step 1
Project Planning�

Step 2:
Data Gathering�

Step 3
Preparing 1st Draft of Application�

Step 4
Reviews and Mock 
Evaluations of Application�

Step 5
Revision of Application�

Step 6
Production of Graphics and
Final Application�

Step 7
Completion of Forms and
Submission of Application�

November-January�

February-March�

Due April 17�


