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Baldrige In Depth Instructions 
 
This survey consists of 51 themes or questions that relate to the 2000 Baldrige Education Criteria for Performance Excellence. It is 
organized into seven “sections” one for each of the seven Baldrige Categories. 
 
q To the best of your knowledge, select a rating (1 to 6) that describes the level of development in your organization. Note that all of 

the elements of a statement must be true before you can select that level. If one or more is not true, you must go to a lower 
level. After you have selected the rating level, please enter the value in the empty box to the right of the row of statements. 

 
q If you do not know an answer, enter NA (Not Applicable) or (?). If your answer is less than one (1) you may enter zero (0). If 

you are unsure of the meaning of a word or phrase, please check the glossary at the end of this booklet.  
 
q After all statements in the first category (Leadership) have been rated, go to the last page in the Leadership category. Follow the 

directions and identify one area you believe that needs the most improvement in your organization now and suggest steps that 
your organization or its leaders could take to improve the processes. Please write legibly. Your thoughtful comments are as 
helpful as the rating itself. 

 
q Continue in the same way to complete all seven categories. 

 
 

FF¸̧ Time Saving Tip: Start reading at row 3. If all parts of the statement are true, go to row 4, if not drop back to read row 2. 
After a few answers, save even more time by starting at the number you select most often. Don’t waste time by reading 
from row 1 each time (unless most of your answers are 1).  
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Summary of Category 1: Leadership  
 
This category contains 10 themes. 

 

The first part (questions 1A through 1G) looks at how your senior leaders set directions and seek future opportunities to help guarantee the 
long-term success of your organization. Your senior leaders should express clear values and set high performance expectations that address 
the needs of all students and stakeholders.  

q You are asked how your senior leaders set directions, communicate and deploy values and performance expectations, and take into 
account the expectations of students and 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. 

 

The second part (questions 1H through 1J) looks at how well your organization meets its responsibilities to the public and how your 
organization practices good citizenship. 

q You are asked how your organization addresses current and future impacts on society in a proactive manner and how it ensures ethical 
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 faculty and staff identify, support, and 
strengthen key communities as part of good citizenship practices. 
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1A Values and Performance Expectations [Baldrige ref: 1.1a(1)] 

Your leaders communicate their goals and expectations for the organization. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

Top level 
leaders do not 
communicate 
their values or 
expectations 
for the 
organization 

A few top 
leaders 
communicate 
values and 
expectations to 
the top levels of 
the 
organization. 

Some top leaders 
communicate strong 
values and 
expectations through 
the way they manage. 

Many top leaders 
communicate strong 
values and 
expectations through 
the way they 
manage. They 
sometimes check to 
see if their messages 
are understood. 

Most top leaders 
communicate strong values 
and expectations through the 
way they manage. They 
usually check to see if their 
messages are understood. 
They sometimes improve 
communications as a result. 

Nearly all top leaders 
communicate strong values 
and expectations through 
the way they manage. They 
regularly check to see if 
their messages are 
understood. They 
constantly improve 
communications as a result. 

 

 
1B Leadership Commitment to Value for Students and Stakeholders [Baldrige ref: 1.1a(1)]  

Top leaders are committed to providing value to students and stakeholders  
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

Top leaders 
focus on short-
term issues, 
not on value 
for students 
and 
stakeholders. 

A few top 
leaders are just 
beginning to 
focus on value 
for students 
and 
stakeholders. 

Some top leaders focus 
occasionally on value 
for students and 
stakeholders through 
their written and verbal 
communication. 

Many top leaders and 
managers get the 
organization to focus 
on providing 
maximum value to 
students and 
stakeholders. They 
sometimes talk with 
students and 
stakeholders. They 
sometimes check on 
the effectiveness of 
activities to focus on 
student and 
stakeholder value. 

Most top leaders and 
managers focus on providing 
maximum value to students 
and stakeholders. They 
usually talk with students and 
stakeholders. They usually 
check on the effectiveness of 
activities to focus on student 
and stakeholder value. They 
sometimes make 
improvements. 

Nearly all top leaders and 
managers focus on 
providing maximum value 
to students and 
stakeholders. They 
frequently talk with students 
and stakeholders. They 
regularly check on the 
effectiveness of activities to 
focus on student and 
stakeholder value. They 
constantly make 
improvements. 
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1C Establishing a Learning and “Can-Do” Environment [Baldrige ref: 1.1a(2)] 

Top leaders are committed to empowerment, learning, innovation, and growth. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not value 
innovation and 
learning. 
Leaders do 
not encourage 
faculty and 
staff to make 
decisions 
about their 
work. 

A few top 
leaders talk 
about the 
importance of 
learning and 
innovation. A 
few of these 
encourage 
faculty and staff 
to make 
decisions about 
their work. A 
few encourage 
innovation. 

Some top leaders and 
managers encourage 
their faculty and staff to 
make decisions about 
their work and 
encourage learning and 
innovation. 

Many top leaders and 
managers encourage 
their faculty and staff 
to make decisions 
about their work and 
encourage learning 
and innovation. They 
sometimes check to 
see if the work 
environment supports 
these values. 

Most top leaders and 
managers encourage their 
faculty and staff to make 
decisions about their work 
and encourage learning and 
innovation. They usually 
check to see if the work 
environment supports these 
values. They sometimes 
make improvements. 

Nearly all top leaders and 
managers encourage their 
faculty and staff to make 
decisions about their work 
and encourage learning 
and innovation. They 
regularly check to see if the 
work environment supports 
these values. They 
constantly make 
improvements. 

 

 
1D The Future of the Organization [Baldrige ref: 1.1a(3)] 

Leaders are clear about the organization’s future direction and how to get there.  
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

Leaders are 
not clear about 
the future 
direction of the 
organization. 

Leaders have 
begun to be 
clear about the 
future direction 
of the 
organization. 
However, most 
work does not 
support this 
direction. 

Some leaders are clear 
about the future 
direction of the 
organization. Some of 
the organization’s work 
supports this direction. 

Many leaders are 
clear about the future 
direction of the 
organization. They 
sometimes check to 
make sure the 
organization’s current 
work and future plans 
fully support this 
direction. 

Most leaders are clear about 
the future direction of the 
organization. They usually 
check to make sure the 
organization’s current work 
and future plans fully support 
this direction. They 
sometimes make 
improvements. 

Leaders are clear about the 
future direction of the 
organization. They regularly 
check to make sure the 
organization’s current work 
and future plans fully 
support this direction. They 
constantly make 
improvements. 
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1E Assessing Progress Relative to Goals [Baldrige ref: 1.1b(1)] 

Leaders check organizational progress against goals. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

Top leaders 
do not review 
progress 
against goals 
except in the 
area of 
student 
performance. 
 

A few top 
leaders plan to 
review 
progress 
against goals in 
other areas 
than student 
performance. 

Some top leaders 
review progress against 
goals in two or three of 
these areas: 
budget/financials, 
student and 
stakeholder 
satisfaction, faculty and 
staff satisfaction, 
student performance, 
and educational 
climate. 
 

Many top leaders 
review progress 
against goals in two 
or three of these 
areas: 
budget/financials, 
student and 
stakeholder 
satisfaction, faculty 
and staff satisfaction, 
student performance, 
and educational 
climate. They 
sometimes check 
accuracy of their 
reviews. 
 

Most top leaders review 
progress against goals in four 
or five of these areas: 
budget/financials, student and 
stakeholder satisfaction, 
faculty and staff satisfaction, 
student performance, and 
educational climate. They 
usually check accuracy of 
their reviews. They 
sometimes make 
improvements. 
 

Nearly all top leaders 
review progress against 
goals in all of these areas: 
budget/financials, student 
and stakeholder 
satisfaction, faculty and 
staff satisfaction, 
performance, and 
educational climate. They 
regularly check accuracy of 
their reviews. They 
constantly make 
improvements. 
 

 

 
1F Making Improvements Based on Progress Reviews [Baldrige ref: 1.1b(2 & 3)] 

Leaders use the results of progress reviews. 
1 

Not Evident 
2 

Beginning 
3 

Basically Effective 
4 

Mature 
5 

Advanced 
6 

Role Model 
Level 

Leaders do 
not use 
performance 
reviews to 
spot areas that 
need 
improvement. 

A few leaders 
use 
performance 
reviews to spot 
areas that need 
improvement. 

Some leaders use 
performance reviews to 
spot areas that need 
improvement. 

Many leaders use 
performance reviews 
to spot areas that 
need improvement. 
They sometimes 
check the accuracy of 
their reviews. 

Most leaders use 
performance reviews to spot 
areas that need improvement. 
They sometimes share 
findings with key partners, 
students, and stakeholders to 
help them improve. They 
usually check the accuracy of 
their reviews. They 
sometimes make 
improvements in the review 
process. 

Nearly all leaders use 
performance reviews to 
spot areas that need 
improvement. They 
regularly share findings with 
key partners, students, and 
stakeholders to help them 
improve. They regularly 
check the accuracy of their 
reviews. They constantly 
make improvements. 
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1G Improving Leadership and Management [Baldrige ref: 1.1b(4)] 
Leaders and managers use performance data and faculty and staff feedback to improve their own effectiveness. 

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

Leaders only 
use financial 
and budget 
results, not 
faculty and 
staff feedback, 
to evaluate 
their own 
effectiveness. 

Leaders mostly 
use financial 
and budget 
results, and 
very little 
faculty and staff 
feedback, to 
evaluate their 
own 
effectiveness. 
Sometimes 
they use this 
information to 
set personal 
improvement 
goals. They 
have made 
few, if any, 
actual 
improvements 
in their 
effectiveness. 

Some leaders use 
some key performance 
results as well as 
faculty and staff 
feedback to evaluate 
their own effectiveness. 
Some use this 
information to set 
personal improvement 
goals. Some actually 
make improvements in 
their own effectiveness. 

Many leaders use 
many key 
performance results 
as well as faculty and 
staff feedback to 
evaluate their own 
effectiveness. Many 
use this information 
to set personal 
improvement goals. 
Sometimes they 
make improvements 
in their own 
effectiveness. 

Most leaders use most key 
performance results as well 
as faculty and staff feedback 
to evaluate their own 
effectiveness. Most use this 
information to set personal 
improvement goals. Usually 
they make improvements in 
their own effectiveness. 

Nearly all leaders use all 
key performance results as 
well as faculty and staff 
feedback to evaluate their 
own effectiveness. They 
nearly all use this 
information to set personal 
improvement goals. They 
constantly make 
improvements in their own 
effectiveness. 

 

 
1H Ethical, Regulatory, and Legal Issues [Baldrige ref: 1.2a(1&3)] 

Your organization is committed to good citizenship. All parts of the organization make sure that its products, services, and business operations do not 
hurt the public. There are effective systems in place to meet regulatory and legal requirements and follow ethical business practices. 

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

The 
organization 
does not have 
policies and 
practices that 
prevent legal 
or ethical 
problems. 

The 
organization is 
careful to be 
lawful and 
ethical but 
sometimes it is 
not. 

The organization meets 
basic legal, ethical, and 
regulatory 
requirements. 

The organization 
meets many legal, 
ethical, and 
regulatory 
requirements. It 
sometimes checks to 
be sure it does. 

The organization takes steps 
to meet or exceed legal, 
ethical, and regulatory 
requirements. It usually 
evaluates and sometimes 
improves its effectiveness in 
this area. 

The organization takes 
steps to meet and exceed 
legal, ethical, and 
regulatory requirements. It 
regularly evaluates and 
constantly improves its 
effectiveness in this area. 
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1I Reducing Public Risks and Concerns [Baldrige ref: 1.2a(2)] 
The organization anticipates and reduces risks to the public. 

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

The 
organization 
does not 
consider 
how its 
educational 
services, 
facilities, or 
operations 
are likely to 
affect the 
public. 

The organization 
is just beginning 
to consider how 
its educational 
services, 
facilities, or 
operations are 
likely to affect the 
public. 

The organization 
considers how some 
educational services, 
facilities, or operations 
are likely to affect the 
public. It does little to 
address concerns. 

The organization fully 
considers how many 
educational services, 
facilities, or 
operations are likely 
to affect the public. It 
takes steps to reduce 
or eliminate potential 
problems. It 
sometimes checks 
the effectiveness of 
these steps. 

The organization fully 
considers how most of its 
educational services, 
facilities, or operations are 
likely to affect the public. It 
takes steps to reduce or 
eliminate potential problems. 
It usually checks the 
effectiveness of these steps. 
It sometimes makes 
improvements. 

The organization fully 
considers how nearly all of 
its educational services, 
facilities, or operations are 
likely to affect the public. It 
takes steps to reduce or 
eliminate potential 
problems. It regularly 
checks the effectiveness of 
these steps. It constantly 
makes improvements. 

 

 

1J Community Support [Baldrige ref: 1.2b]  
Your organization is committed to its community. 

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

Senior 
leaders and 
faculty and 
staff do not 
support key 
community 
groups. 

Senior leaders 
and faculty and 
staff provide 
minimal support 
to key community 
groups. Most of 
this support is 
provided on an 
individual basis 
without the 
support of the 
organization. 

The organization 
provides a little support 
to key community 
groups by involving a 
few faculty and staff 
and leaders. The 
organization has 
identified a few areas of 
emphasis to support.
  

The organization 
provides some 
support to key 
community groups by 
involving some 
faculty and staff and 
leaders in planned 
and structured ways. 
The organization has 
identified some areas 
of emphasis to 
support. It sometimes 
checks the 
effectiveness of its 
support efforts. 

The organization provides 
much support to key 
community groups. It involves 
many faculty and staff and 
leaders in planned and 
structured ways. The 
organization has identified 
many key areas of emphasis 
to support. It usually checks 
the effectiveness of its 
support efforts. It sometimes 
improves them. 

The organization is a leader 
and provides considerable 
support to key community 
groups. It involves most 
faculty and staff and 
leaders in planned and 
structured ways. The 
organization has identified 
many key areas of 
emphasis to support. It 
regularly checks the 
effectiveness of its support 
efforts. It constantly makes 
improvements. 
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Review the Leadership themes below. Each is the title of a survey question you just answered in the Leadership Category. 
Identify one theme you believe is the most important to improve now. Check the box next to the theme. 
 

q 1A Values and Performance Expectations 

q 1B Leadership Commitment to Value for Students and Stakeholders 

q 1C Establishing a Learning and “Can-Do” Environment 

q 1D The Future of the Organization 

q 1E Assessing Progress Relative to Goals  

q 1F Making Improvements Based on Progress Reviews 

q 1G Improving Leadership and Management 

q 1H Ethical, Regulatory, and Legal Issues 

q 1I Reducing Public Risks and Concerns 

q 1J Community Support 
 

REMEMBER TO CHECK ONLY ONE BOX 
 

SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Summary of Category 2: Strategic Planning 
 
This category contains 6 themes. 

 

The first part (questions 2A through 2B) looks at how the organization develops its strategic plans. The Category stresses that student and 
stakeholder-driven quality and operational performance excellence are key strategic issues that need to be integral parts of your 
organization’s overall planning. Specifically: 

q Student- and stakeholder-driven quality is a strategic view of quality. The focus is on the drivers of student and stakeholder satisfaction, 
student and stakeholder needs and expectations, and market needs and expectations — key factors in educational success; and 

q Operational performance improvement contributes to short-term and longer-term productivity growth. Building operational capability — 
including speed, responsiveness, and flexibility — represents an investment in strengthening your academic fitness. 

 

The second part (questions 2C through 2F) looks at the way work processes support your organization’s strategic directions, to help make 
sure that priorities are carried out.  

q Your organization must translate its strategic objectives into action plans to accomplish the objectives. You must also be able to assess 
the progress of your action plans. The aim is to ensure that your strategies are understood and followed by everyone in the organization 
to help achieve goals. 
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2A Planning Based on Education-Related Data [Baldrige ref: 2.1a(1 and 2)] 

The strategic planning process is developed. It is based on education related data. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not use 
a fact based 
strategic 
planning 
process. 
Leaders’ 
opinion 
seems to 
drive plans. 

The 
organization 
does plan, but 
not 
consistently. 
Leaders use 
very little 
education-
related data to 
help plan. 

The organization 
uses a clearly 
defined, standard 
process for strategic 
planning at the top 
levels. The planning 
process includes 
data in two or three 
areas such as 
performance, 
budget/financial, 
student and 
stakeholder 
satisfaction, or 
operational. 

The organization uses a 
clearly defined, standard 
process for strategic planning 
that ties together many levels 
of the organization. The 
planning process includes 
data in three to five areas 
such as performance, 
budget/financial, student and 
stakeholder satisfaction, 
organization capabilities, 
faculty/staff resource 
capabilities, competition, 
potential risks, and resource 
availability. 

The organization uses a 
clearly defined, standard 
process for strategic 
planning that ties together 
most levels of the 
organization. The 
planning process includes 
data in five or more areas 
such as performance, 
budget/financial, student 
and stakeholder 
satisfaction, organization 
faculty/staff resource 
capabilities, competition, 
potential risks, and 
resource availability. 

The organization uses a 
clearly defined, standard 
process for strategic planning 
that ties together (aligns) all 
levels of the organization. The 
planning process includes 
data in all of the following 
areas: performance, 
budget/financial, student and 
stakeholder requirements, 
organization and faculty/staff 
resource capabilities, 
competition, potential risks, 
and resource availability. 

 

 
2B Clear Strategic Objectives and Timetables [Baldrige ref: 2.1b] 

The organization’s strategic objectives are clear. There is a timetable for reaching the objectives 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not 
have 
strategic 
objectives. 

The 
organization 
has general 
strategic 
objectives 
based on 
opinions of top 
leaders. 

The organization 
has general 
strategic objectives 
based on some 
education 
performance 
information and 
data. 

The organization has 
specific strategic 
objectives based on 
education performance 
information and data. 
There is a timetable for 
carrying out some 
objectives. 

The organization has specific 
strategic objectives based on 
education performance 
information and data. There is 
a timetable for carrying out 
most of the objectives. 

The organization has specific 
strategic objectives based on 
education performance 
information and data. There is 
a specific timetable with 
measures for carrying out 
nearly all of the objectives. 
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2C Action Plans Based on Strategic Objectives [Baldrige ref: 2.2a(1)] 

The organization’s action plans support its strategic objectives. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
action plans 
do not support 
strategic 
objectives. 

The 
organization’s 
action plans 
support a few 
strategic 
objectives. 

The organization’s 
action plans 
support some 
strategic objectives 
for its key 
educational 
services. 

The organization’s 
action plans support 
many strategic 
objectives for its key 
educational services. 
The action plans are 
sometimes checked to 
see how well they 
support objectives. 

The organization’s action 
plans support most strategic 
objectives for its key 
educational services. The 
action plans are usually 
checked to see how well they 
support objectives. They are 
sometimes improved. 

The organization’s action 
plans support all strategic 
objectives for its key 
educational services. The 
action plans are regularly 
checked to see how well they 
support objectives. They are 
constantly improved to 
strengthen key products and 
services. 

 

 
2D Faculty and Staff Resource Plans Based on Strategic Objectives  [Baldrige ref: 2.2a(2)] 

The organization’s faculty and staff resource plans support its strategic objectives. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not use 
faculty and 
staff resource 
plans to 
support 
strategic 
objectives. 

The 
organization 
uses faculty 
and staff 
resource plans 
to support a 
few strategic 
objectives. 

Some levels of the 
organization use 
faculty and staff 
resource plans to 
support some 
strategic objectives.  
 
 

Many levels of the 
organization use 
human resource plans 
to support many 
strategic objectives. 
The plans are 
sometimes checked. 

Most levels of the 
organization use faculty and 
staff resource plans to 
support most strategic 
objectives. The plans are 
usually checked to see how 
well they support objectives. 
They sometimes make 
improvements. 

Nearly all of the organization 
uses faculty and staff 
resource plans to support all 
strategic objectives. The 
plans are regularly checked 
to see how well they support 
objectives. They constantly 
make improvements to 
strengthen accomplishment 
of key strategic objectives. 
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2E Measurable Goals [Baldrige ref: 2.2a(4)&b(2)] 

Your organization measures its progress accurately. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
goals and 
plans do not 
include 
measures. 

The 
organization 
has a few goals 
and plans that 
contain 
measures. 

The organization’s 
top levels have 
goals and plans 
with measures. 

The organization at 
many levels has goals 
and plans with 
measures. A few are 
based on comparisons 
with competitors. They 
sometimes check the 
accuracy of measures. 

The organization at most 
levels has goals and plans 
with measures. Some are 
based on comparisons with 
best competitors. They 
usually check the accuracy of 
measures. They sometimes 
make improvements. 

The organization at nearly all 
levels has goals and plans 
with measures. Many are 
based on comparisons with 
best competitors. They 
regularly check the accuracy 
of measures. They constantly 
make improvements. 

 

 
2F Working to Achieve Strategic Goals [Baldrige ref: 2.2a(4)&b(2)] 

The organization communicates and carries out its strategies. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
has no overall 
strategy. 

The 
organization 
has an overall 
strategy but it 
“sits on central 
administration’s 
book shelves.” 

The top level of the 
organization bases 
decisions on the 
overall strategy. 

Many levels of the 
organization base 
decisions and actions 
on the overall strategy. 
The top level measures 
performance against 
the strategy. They 
sometimes check how 
well they are carrying 
out strategies. 

Most levels of the 
organization base decisions 
and actions on the overall 
strategy. The top and middle 
levels track performance 
against the strategy. They 
usually check how well they 
are carrying out strategies. 
They sometimes make 
improvements. 

Nearly all levels of the 
organization base decisions 
and actions on the overall 
strategy. They track 
performance against the 
strategy. They regularly 
check how well they are 
carrying out strategies. They 
constantly make 
improvements. 
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Review the Strategic Planning themes below. Each is the title of a survey question you just answered in the Strategic Planning Category. Identify one theme you 
believe is the most important to improve now. Check the box next to the theme. 
 

q 2A Planning Based on Education-Related Data 
 

q 2B Clear Strategic Objectives and Timetables 
 

q 2C Action Plans Based on Strategic Objectives 
 

q 2D Faculty and Staff Resource Plans Based on Strategic Objectives 
 

q 2E Measurable Goals 
 

q 2F Working to Achieve Strategic Goals 
 

REMEMBER TO CHECK ONLY ONE BOX 
 

SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Summary of Category 3: Student and Stakeholder Focus 
 
This category contains 8 themes. 

 

The first part (questions 3A through 3B) looks at how your organization tries to understand what students and stakeholders need and expect. 
Your organization must learn about your students and stakeholders to help make sure you understand new requirements, offer the right 
services, and keep pace with changing student and stakeholder demands.  

q You are asked how you determine key student and stakeholder groups and how you segment special groups.  

q You are asked how you determine the most important educational services. 

q Finally, you are asked how you improve the way you listen and learn from students and stakeholders so that you can keep current with 
changing education needs. 

 

The second part (questions 3C through 3H) looks at how well the organization builds good relationships with students and stakeholders to 
retain students and get positive referrals. You are also asked how you get data on student and stakeholder satisfaction and dissatisfaction for 
your students and stakeholders and similar organizations’ students and stakeholders.  

q You are asked how you make it easy for students and stakeholders and potential students and stakeholders to get information or 
assistance and/or to comment and complain.  

q You are asked how your organization gathers, analyzes, and learns from complaint information to increase student and stakeholder 
satisfaction and loyalty. 

q You are asked how you build relationships with your students and stakeholders since success depends on maintaining close relationships 
with your students and stakeholders. 

q You also are asked how you determine the satisfaction and dissatisfaction for different student and stakeholder groups because satisfied 
students and stakeholders are a requirement for loyalty, retention, and positive referrals. 

q Finally, you are asked how you follow up with students and stakeholders, and how you determine the students and stakeholders’ 
satisfaction relative to similar organizations so that you may improve future performance. 
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3A Gathering Information On Student and Stakeholder Needs and Expectations [Baldrige ref: 3.1a(1,2,&4)] 

Your organization understands its students. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not have 
good 
information 
about 
students’ 
needs and 
expectations. 

The 
organization 
has “bits and 
pieces” of 
information 
on students’ 
needs and 
expectations. 

Some parts of the 
organization define 
student groups. They 
gather information 
about these students’ 
needs and 
expectations. 

Many parts of the 
organization define 
student groups. They 
listen to former, 
current, and potential 
students about their 
needs and 
expectations. The 
process is sometimes 
checked for 
accuracy. 

Most parts of the organization 
define student groups. They 
listen to former, current, and 
potential students about their 
needs and expectations. The 
process is usually checked 
for accuracy. It is adjusted to 
some extent based on 
differences between student 
and stakeholder and market 
groups. 

Nearly all parts of the 
organization define student 
groups. They listen to former, 
current, and potential 
students about their needs 
and expectations. The 
process is regularly checked 
for accuracy. It is adjusted 
fully for differences between 
student and stakeholder and 
market groups. 

 

 
3B Important Educational Service Features to Students and Stakeholders [Baldrige ref: 3.1a(3&4)] 

Your organization understands what is most important to its students and stakeholders. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not know 
which of its 
educational 
programs and 
service 
features are 
most important 
to students 
and 
stakeholders. 

The 
organization 
knows a few 
key 
educational 
programs 
and service 
features that 
are most 
important to 
students and 
stakeholders. 

The organization knows 
some educational 
programs and service 
features that are most 
important to its students 
and stakeholders. It has 
started to use this 
information for planning 
and marketing. 

Many parts of the 
organization know 
which educational 
programs and service 
features are most 
important to students 
and stakeholders. 
Sometimes it uses 
this information to 
support planning, 
marketing, and future 
educational services 
development. It 
sometimes checks 
the accuracy of this 
information. 

Most parts of the organization 
know which educational 
programs and service 
features are most important 
to students and stakeholders. 
It uses the information to 
support planning, marketing, 
and future educational 
service development. It 
usually checks the accuracy 
of this information. It 
sometimes improves the 
process for using it. 

Nearly all parts of the 
organization know which 
educational programs and 
service features are most 
important to students and 
stakeholders. Priorities for 
each student and stakeholder 
segment are clearly defined 
and up to date. It uses the 
information fully to support 
planning, marketing, and 
future educational service 
development. It regularly 
checks the accuracy of this 
information. It constantly 
improves the process for 
using it. 
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3C Making it Easy for Students and Stakeholders to Get Information, Conduct Business, and Complain [Baldrige ref: 3.2a(1&5)] 

It is easy for students and stakeholders to complain or comment.  
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not do 
anything 
special to 
make it easy 
for students 
and 
stakeholders 
get information 
or complain. 

The 
organization is 
beginning to 
make it easier 
for students 
and 
stakeholders 
get information, 
conduct 
business, and 
complain. 

The organization 
makes it easy for 
some students and 
stakeholders to get 
information, conduct 
business, and 
complain. It may offer 
a help desk or special 
phone number for 
key students and 
stakeholders. 

The organization 
makes it easy for many 
students and 
stakeholders get 
information, conduct 
business, and 
complain. It sometimes 
checks how well the 
process works.  
 

The organization makes it 
easy for most students and 
stakeholders get 
information, conduct 
business, and complain. It 
usually checks how well the 
process works. It 
sometimes improves the 
process. 
 

The organization makes it 
easy for nearly all students 
and stakeholders seek 
information, conduct 
business, and complain. It 
regularly checks how well the 
process works. It constantly 
improves the process. 

 

 
3D Student and Stakeholder Service Requirements [Baldrige ref: 3.2a(2&5)] 

The organization meets student and stakeholder educational service requirements. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

Students and 
stakeholders 
expect a 
certain level of 
service when 
they contact 
the 
organization. 
The 
organization 
does not 
understand 
these student 
and 
stakeholder 
educational 
service 
requirements. 

The 
organization 
has identified a 
few key student 
and 
stakeholder 
educational 
service 
requirements 
and 
performance 
standards. It 
does not 
usually meet 
them. 
 

The organization has 
identified some key 
student and 
stakeholder 
educational service 
requirements and 
performance 
standards. A few 
faculty and staff who 
have contact with 
students and 
stakeholders work to 
meet these 
standards.  
 

The organization has 
identified many key 
student and stakeholder 
educational service 
requirements and 
performance standards. 
These are based on 
regular student and 
stakeholder feedback. 
Many faculty and staff 
who have contact with 
students and 
stakeholders work to 
meet these standards. 
The organization 
sometimes checks its 
level of service. 

The organization has 
identified most key student 
and stakeholder 
educational service 
requirements and 
performance standards. 
These are based on 
extensive student and 
stakeholder feedback. Most 
faculty and staff who have 
contact with students and 
stakeholders work to meet 
these standards. The 
organization usually checks 
and sometimes improves its 
level of service. 
 

The organization has 
identified nearly all key 
student and stakeholder 
educational service 
requirements and 
performance standards. 
These are based on 
comprehensive student and 
stakeholder feedback. Almost 
all faculty and staff who have 
contact with students and 
stakeholders work to meet 
these standards. The 
organization regularly checks 
and constantly improves its 
level of service. 
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3E Resolving Student and Stakeholder Complaints  [Baldrige ref: 3.2a(3&5)] 
A system exists to resolve student and stakeholder complaints promptly and learn from them. The system is evaluated and improved systematically.
  

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

Faculty and 
staff who 
receive 
complaints 
are not 
trained to 
resolve 
them. The 
organization 
does not 
resolve 
student and 
stakeholder 
complaints 
promptly. It 
does not use 
complaints 
to prevent 
problems.  

A few faculty 
and staff who 
receive 
complaints are 
trained to 
resolve them. 
The 
organization is 
beginning to 
resolve 
student and 
stakeholder 
complaints 
promptly. It 
almost never 
uses 
complaints to 
improve. 

Some faculty and staff 
who receive complaints 
are trained to resolve 
them. The organization 
resolves some student 
and stakeholder 
complaints. The 
organization sometimes 
uses complaints to fix 
the problems and keep 
them from happening 
again. 
 

Many faculty and 
staff who receive 
complaints are 
trained to resolve 
them. The 
organization resolves 
many student and 
stakeholder 
complaints by the first 
person receiving 
them. However, 
supervisors must 
resolve many as well. 
The organization 
often uses complaints 
to fix the problems 
and keep them from 
happening again. 
These processes are 
sometimes checked.  
 

Most faculty and staff who 
receive complaints are 
trained to resolve them. The 
organization resolves most 
student and stakeholder 
complaints by the first person 
receiving them. However, 
supervisors must resolve 
some as well. The 
organization usually uses 
complaints to fix the problems 
and keep them from 
happening again. These 
processes are usually 
checked and sometimes 
improved. 

Nearly all faculty and staff 
who receive complaints are 
trained to resolve them. The 
organization resolves nearly 
all student and stakeholder 
complaints by the first person 
receiving them. The 
organization almost always 
uses complaints to fix the 
problems and keep them from 
happening again. These 
processes are regularly 
checked and constantly 
improved. 
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3F Building Student and Stakeholder Loyalty [Baldrige ref: 3.2a(4&5)] 

The organization builds student and stakeholder loyalty. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not work 
at building 
good student 
and 
stakeholder 
relationships. 

The 
organization 
is beginning 
to build good 
student and 
stakeholder 
relationships. 
It builds very 
little student 
and 
stakeholder 
loyalty. 

The organization builds 
good student and 
stakeholder 
relationships into some 
key activities. It works 
to get some student 
and stakeholder loyalty. 

The organization 
builds good student 
and stakeholder 
relationships into 
many of its activities. 
It has built systems to 
get some positive 
referrals and loyal 
students and 
stakeholders. The 
organization 
sometimes checks its 
student and 
stakeholder 
relationships. 

The organization builds very 
good student and stakeholder 
relationships into most of its 
activities. It has built systems 
to get many positive referrals 
and loyal students and 
stakeholders. The 
organization usually checks 
the effectiveness of its 
student and stakeholder 
relationships programs. It 
sometimes makes 
improvements. 

The organization builds 
excellent student and 
stakeholder relationships into 
nearly all of its activities. It 
has built systems to get very 
many positive referrals and 
loyal students and 
stakeholders. The 
organization constantly 
regularly checks and 
constantly improves its 
student and stakeholder 
relationships programs. 

 

 
3G Getting Immediate Feedback From Students and Stakeholders [Baldrige ref: 3.2b(2&4)] 

The organization promptly follows-up with students and stakeholders and uses their feedback to improve. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not ask 
for 
immediate 
student and 
stakeholder 
feedback on 
its 
educational 
services. 

The 
organization is 
beginning to 
look for 
prompt 
feedback from 
a few students 
and 
stakeholders 
about its 
educational 
services. This 
feedback is 
not generally 
used to take 
action to 
improve. 

The organization looks 
for prompt feedback 
from some students and 
stakeholders about its 
educational services. 
This feedback is 
sometimes used to take 
action to improve. 

The organization 
looks for prompt 
feedback from many 
students and 
stakeholders about 
its educational 
services. This 
feedback is generally 
used to take action to 
improve. The 
organization 
sometimes checks 
the effectiveness of 
this process. 

The organization looks for 
prompt feedback from most 
students and stakeholders 
about its educational services 
and recent transactions. This 
feedback is usually used to 
take action to improve. The 
organization usually checks 
the effectiveness of this 
process and sometimes 
makes improvements. 

The organization obtains 
prompt feedback from nearly 
all students and stakeholders 
about its educational services 
and recent transactions. This 
feedback is nearly always 
used to take action to 
improve. The organization 
regularly checks the 
effectiveness of this process 
and constantly makes 
improvements. 
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3H Getting Feedback From Students and Stakeholders and the Students and Stakeholders of Competitors [Baldrige ref: 3.2b(3)] 

The organization knows about the satisfaction levels of its students and stakeholders compared to the satisfaction levels of similar organizations’ 
students and stakeholders. 

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

The 
organization 
does not 
have 
information 
on the 
satisfaction 
of its 
students and 
stakeholders 
or the 
students and 
stakeholders 
of 
competitors.   

The 
organization is 
beginning to 
look for 
information on 
the 
satisfaction of 
its students 
and 
stakeholders 
and the 
students and 
stakeholders 
of competitors. 

The organization gets 
information on the 
satisfaction of its key 
student and stakeholder 
groups and the students 
and stakeholders of its 
competitors. This 
information is collected 
for some programs and 
educational services. 

The organization gets 
information on the 
satisfaction of its key 
student and 
stakeholder groups 
and the students and 
stakeholders of its 
competitors. This 
information is 
collected for many 
programs and 
educational services. 
The information is 
sometimes used to 
improve products and 
services. The 
organization 
sometimes checks 
the effectiveness of 
these processes. 

The organization gets 
information on the satisfaction 
of its key student and 
stakeholder groups and the 
students and stakeholders of 
its key competitors. This 
information is collected for 
most programs and 
educational services. The 
information is usually used to 
improve products and 
services. The organization 
usually checks and 
sometimes improves the 
effectiveness of these 
processes. 

The organization gets 
information on the satisfaction 
of its key student and 
stakeholder groups and the 
students and stakeholders of 
its key competitors. This is 
collected for nearly all 
programs and educational 
services. The student and 
stakeholder satisfaction 
information is constantly used 
to improve products and 
services. The organization 
regularly checks and 
constantly improves the 
effectiveness of these 
processes. 

 



 

 
 
 

19

 
Review the Student and Stakeholder Focus themes below. Each is the title of a survey question you just answered in the Student and Stakeholder Focus 
Category. Identify one theme you believe is the most important to improve now. Check the box next to the theme. 
 

q 3A Gathering Information On Student and Stakeholder Needs and Expectations 
 

q 3B Important Educational Service Features to Students and Stakeholders 
 

q 3C Making it Easy for Students and Stakeholders to Get Information, Conduct Business, and Complain 
 

q 3D Student and Stakeholder Service Requirements 
 

q 3E Resolving Student and Stakeholder Complaints 
 

q 3F Building Student and Stakeholder Loyalty  
 

q 3G Getting Immediate Feedback From Students and Stakeholders 
 

q 3H Getting Feedback From Students and Stakeholders and the Students and Stakeholders of Competitors 
 

REMEMBER TO CHECK ONLY ONE BOX 
 

SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Summary of Category 4: Information and Analysis  
 
This category contains 5 themes. 

 

Information and Analysis is the “brain center” to effectively measure performance and manage your organization to achieve performance 
excellence. Effective measures help align your organization’s operations to achieve its strategic goals.  

 

The first part (questions 4A through 4C) looks at the selection, management, and use of data and information to support effective decision 
making at all levels. This serves as a key foundation for every high performing organization. 

q You must build an effective performance measurement system. You must select and use the right measures for tracking daily operations 
and use those measures for monitoring overall organizational performance. You must also make sure data and information are accurate 
and reliable. 

q You should use comparisons and benchmarking (best practices) information to help drive performance improvement. 

q Finally, you should evaluate and improve the performance measurement system to keep it current with changing educational needs. 

 

The second part (questions 4D through 4E) looks at how your organization analyzes its data and information to guide your organization’s 
process management toward the achievement of key performance results and strategic objectives. 

q You must analyze data and information from all parts of your organization to support your senior leaders’ assessment of overall 
organizational health, organizational planning, and daily operations. 
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4A Selection and Use of Measures [Baldrige ref: 4.1a(1-i,1-ii,&2)] 
The organization selects and uses data that will assist in daily decision-making. 
1 

Not Evident 
2  

Beginning 
3  

Basically 
Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

The organization 
does not collect 
data to track 
how well it 
performs. 

The 
organization 
collects data 
to track 
student 
performance 
but very few 
other areas 
of 
educational 
performance. 
Data support 
decision 
making at the 
top levels of 
the 
organization. 

The organization 
collects data to 
understand some 
areas of 
organizational 
performance 
such as student 
performance, 
market, student 
and stakeholder 
satisfaction, and 
operational. Data 
support decision-
making in some 
parts of the 
organization in 
addition to the 
top levels. 

The organization collects 
data to understand many 
areas of organizational 
performance such as 
student performance, 
budget/financial, market, 
student and stakeholder 
satisfaction, operational, 
faculty/staff resources, 
and effectiveness. Data 
support decision-making 
in many parts of the 
organization in addition to 
the top levels. The 
organization sometimes 
checks how well the data 
support decision-making 
at the different levels. 

The organization collects data 
to understand most areas of 
organizational performance 
such as student performance, 
budget/financial, market, 
student and stakeholder 
satisfaction, operational, 
faculty/staff resources, and 
effectiveness. Data support 
decision-making in most parts 
of the organization in addition 
to the top levels. The 
organization usually checks 
how well the data support 
decision-making at the 
different levels. It sometimes 
makes improvements. 

The organization collects data 
to understand nearly all areas 
of organizational performance 
including student 
performance, 
budget/financial, market, 
student and stakeholder 
satisfaction, operational, 
faculty/staff resources, and 
effectiveness. Data support 
decision-making in nearly all 
parts of the organization in 
addition to the top levels. The 
organization regularly checks 
how well the data support 
decision-making throughout 
the organization. It constantly 
makes improvements. 
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4B Comparative Data and Information [Baldrige ref: 4.1a(1-iii&2)] 
The organization uses facts and information from other organizations to find ways to improve its own work and performance [referred to as 
benchmarking]. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not collect 
comparative 
information from 
competitors or 
others [called 
benchmarking]. 

The 
organization 
is beginning 
to collect 
comparative 
information 
from 
competitors 
on a few key 
products or 
processes. 

The organization 
collects information 
from competitors 
and/or best 
performing 
organizations on 
some key 
educational 
services. 

The organization 
collects information 
from competitors and/or 
best performing 
organizations for many 
key programs, 
processes, and 
educational services. 
They have developed 
better work processes 
or improved its 
performance as a 
result. The organization 
sometimes checks how 
well the benchmarking 
process is working. 

The organization collects data 
and information from 
competitors and/or best 
performing organizations for 
most key programs, 
processes, action plans, and 
educational services. The 
organization has developed 
some better work processes 
and improved its performance 
as a result. The organization 
usually checks its 
benchmarking process. It 
sometimes makes 
improvements. 

The organization collects data 
and information from 
competitors or state-of-the-art 
organizations for most to all 
key programs, processes, 
action plans, and educational 
services. The organization 
has developed many better 
work processes and improved 
its performance as a result. 
The organization regularly 
checks its benchmarking 
process. It constantly makes 
improvements. 

 

 
4C Accurate and Reliable Data  [Baldrige ref: 4.1a(I-iv,&2)] 

The organization makes sure its data are accurate and reliable. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not check 
the accuracy or 
reliability of data. 

The 
organization 
checks the 
accuracy and 
reliability of a 
few data 
elements. 

The organization 
checks the 
accuracy and 
reliability of some 
key data elements. 

The organization 
checks the accuracy, 
reliability and 
completeness of many 
key data elements. The 
organization sometimes 
looks at how well this 
process works. 

The organization checks the 
accuracy, reliability, 
completeness, and timeliness 
of most key data elements. 
The organization usually 
looks at how well process 
works and sometimes makes 
improvements. 

The organization checks the 
accuracy, reliability, 
completeness, and timeliness 
of nearly all key data 
elements. The organization 
regularly looks at how well 
this process works. It 
constantly makes 
improvements. 
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4D Analyzing Data to Track Organizational Performance [Baldrige ref: 4.2a(1&2)] 

The organization analyzes data to help leaders make better decisions about organizational performance and educational programs. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not 
analyze relevant 
data to support 
performance 
reviews and 
planning. Most 
decisions are 
based on 
intuition or gut 
feel. 

The 
organization 
analyzes very 
little relevant 
data to 
support only 
a few 
performance 
reviews and 
planning. 
Many 
decisions at 
all levels are 
based on 
intuition or 
gut feel. 

The organization 
analyzes some 
relevant data to 
support some 
performance 
reviews and 
planning as well 
operational 
decisions at the 
functional or work 
group level. This 
analysis includes 
student 
performance, 
budget/financial, 
operational 
performance, and a 
few aspects of 
student and 
stakeholder and 
faculty and staff 
satisfaction data. 

The organization 
analyzes much relevant 
data to support many 
performance reviews 
and planning as well 
operational decisions at 
the functional and work 
group level. This 
analysis includes many 
aspects of student 
performance, 
budget/financial, 
operational 
performance, student 
and stakeholder, and 
faculty and staff 
satisfaction data. The 
analyses help leaders 
check the overall health 
of the organization. The 
organization sometimes 
looks at how well this 
analysis process works. 

The organization analyzes a 
great deal of relevant data to 
support most performance 
reviews and planning as well 
operational decisions at the 
functional and work group 
level. This analysis includes 
most aspects of student 
performance, 
budget/financial, operational 
performance, student and 
stakeholder, and faculty and 
staff satisfaction data. The 
analyses help leaders check 
the overall health of the 
organization including 
organizational results and 
strategic objectives. The 
organization usually looks at 
how well this process works. 
It sometimes makes 
improvements. 

The organization analyzes 
nearly all relevant data to 
support nearly all 
performance reviews and 
planning as well operational 
decisions at the functional 
and work group level. This 
analysis includes nearly all 
aspects of student 
performance, 
budget/financial, operational 
performance, student and 
stakeholder, and faculty and 
staff satisfaction data. The 
analyses help leaders check 
the overall health of the 
organization including 
organizational results and 
strategic objectives. The 
organization regularly looks at 
how well this process works. 
It constantly makes 
improvements. 
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4E Analyzing Data to Support Daily Operational Decision-Making [Baldrige ref: 4.2a(3)] 

The organization’s data for operational decision-making are useful. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not 
analyze data to 
help track 
progress or 
support daily 
operational 
decisions. 

The 
organization’s 
data analysis 
helps a few top 
leaders track 
progress, 
allocate 
resources, or 
make decisions 
about daily 
work. 

The organization’s 
data analysis helps 
some top leaders, 
managers, and 
faculty and staff 
track progress 
based on action 
plans, allocate 
resources, and 
make decisions 
about daily work. 

The organization’s 
data analysis helps 
many top leaders, 
managers, and 
faculty and staff track 
progress based on 
action plans, set 
priorities, allocate 
resources, and make 
decisions about daily 
work. The 
organization 
sometimes checks 
the usefulness of the 
data analysis. 

The organization’s data 
analysis helps most top 
leaders, managers, and 
faculty and staff track 
progress based on action 
plans, set priorities, allocate 
resources, and make 
decisions about daily work. 
The organization usually 
checks the usefulness of the 
data analysis. It sometimes 
makes improvements. 

The organization’s data 
analysis helps nearly all top 
leaders, managers, and 
faculty and staff track 
progress based on action 
plans, set priorities, allocate 
resources, and make 
decisions about daily work. 
The organization regularly 
checks the usefulness of the 
data analysis. It constantly 
makes improvements. 
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Review the Information and Analysis themes below. Each is the title of a survey question you just answered in the Information and Analysis Category. 
Identify one theme you believe is the most important to improve now. Check the box next to the theme. 
   

q 4A Selection and Use of Measures 
 

q 4B Comparative Data and Information 
 

q 4C Accurate and Reliable Data 
 

q 4D Analyzing Data to Track Organizational Performance  
 

q 4E Analyzing Data to Support Daily Operational Decision-Making 
 

REMEMBER TO CHECK ONLY ONE BOX 
 

SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Summary of Category 5: Faculty and Staff Focus  
 
This category contains 9 themes. 

 

The first part (questions 5A through 5D) looks at how well your systems for work and job design, compensation, motivation, recognition, 
and helping all faculty and staff reach peak performance.  

q You are asked how you design work and jobs to empower faculty and staff to exercise discretion and decision-making, resulting in high 
performance.  

q You are asked how you compensate, recognize, and reward faculty and staff to support your organization’s high performance objectives 
(strategic objectives). 

q Finally, you are asked how you recruit and hire faculty and staff who will meet your expectations and needs. The right work force is an 
enabler of high performance. 

 

The second part (questions 5E through 5F) looks at how well education and training meets the needs of faculty and staff. 

q You are asked how education and training are designed, delivered, reinforced on the job, and evaluated.  

q You are also asked about how well you provide training in performance excellence, which includes leadership development, at all levels. 

 

The third part (questions 5G through 5I) looks at how your organization’s work environment, your faculty and staff support climate, and 
how you determine faculty and staff satisfaction, with the aim of fostering the well-being, satisfaction, and motivation of all faculty and 
staff. 

q You are asked how your work environment for all faculty and staff is safe and healthful.  

q You are asked how you enhance faculty and staff well-being, satisfaction, and motivation for all faculty and staff groups.  

q Finally, you are asked how you assess faculty and staff well-being, satisfaction, and motivation, and how you relate assessment findings 
to key organizational performance results to set improvement priorities. 
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5A Faculty and Staff Development and Involvement [Baldrige ref: 5.1a(1&2)] 

The organization develops and empowers faculty and staff to make decisions about their work.  
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
leaders usually 
“micro manage.” 
The organization 
does not support 
faculty and staff 
skill or career 
development. 
Faculty and staff 
are not asked to 
provide input on 
how to do their 
work. 

The 
organization’s 
leaders usually 
“micro 
manage.” The 
organization is 
beginning to 
support faculty 
and staff skill 
and career 
development. A 
few faculty and 
staff provide 
input on how to 
do their work. 

The organization’s 
leaders sometimes 
“micro manage.” 
The organization 
supports some 
faculty and staff 
skill and career 
development. 
Some managers 
encourage faculty 
and staff initiative 
and cooperation. 
Some faculty and 
staff provide input 
on how to do and 
improve their work. 

The organization’s 
leaders sometimes 
“micro manage.” The 
organization supports 
many faculty and staff 
in their skill and career 
development. This 
includes formal and 
informal development. 
Many managers 
encourage faculty and 
staff initiative and 
cooperation. Many 
faculty and staff provide 
input on how to do and 
improve their work. The 
organization sometimes 
checks how well it 
empowers faculty and 
staff. 

The organization’s leaders 
almost never “micro 
manage.” The organization 
supports most faculty and 
staff in their skill and career 
development. This includes 
formal and informal 
development. Most 
managers encourage 
faculty and staff initiative 
and cooperation. Most 
faculty and staff provide 
input on how to do and 
improve their work. The 
organization usually checks 
how well it empowers 
faculty and staff. It 
sometimes makes 
improvements. 
 

The organization’s leaders 
almost never “micro manage.” 
The organization supports 
nearly all faculty and staff in 
their skill and career 
development. This includes 
formal and informal 
development. Nearly all 
managers encourage faculty 
and staff initiative and 
cooperation. Nearly all faculty 
and staff provide input on 
how to do and improve their 
work. The organization 
regularly checks how well it 
empowers faculty and staff. It 
constantly makes 
improvements. 
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5B Aligning Feedback, Compensation, and Recognition to Support Performance Objectives [Baldrige ref: 5.1a(3&4)] 

The organization provides feedback to faculty and staff and ensure pay, reward, and recognition support performance excellence goals. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not provide 
effective 
feedback to 
faculty and staff 
or tie pay or 
recognition to its 
performance 
excellence goals 
and strategies. 

The 
organization 
provides 
effective 
feedback 
about 
performance 
to a few 
faculty and 
staff. It ties 
pay and 
recognition to 
a few 
performance 
excellence 
goals and 
strategies. 

The organization 
provides effective 
feedback about 
performance to 
some faculty and 
staff. It ties pay and 
recognition to some 
performance 
excellence goals 
and strategies. 

The organization provides 
effective feedback about 
performance to many 
faculty and staff. It ties 
pay and recognition to 
many performance 
excellence goals and 
strategies. The process is 
sometimes checked to 
see if it is effective. 

The organization provides 
effective feedback about 
performance to most faculty 
and staff. It ties pay and 
recognition to most 
performance excellence 
goals and strategies. The 
process is usually checked 
to see if it is effective. It 
sometimes makes 
improvements.  

The organization provides 
effective feedback about 
performance to nearly all 
faculty and staff. It ties pay 
and recognition to nearly all 
performance excellence goals 
and strategies. The process 
is regularly checked to see if 
it is effective. It constantly 
makes improvements. 

 

 
5C Ensuring Effective Communication and Skill Sharing [Baldrige ref: 5.1a(5)] 

Organizational units share information and skills with each other. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not 
encourage 
communication 
across units or 
divisions. 

The 
organization 
is beginning 
to 
communicate 
across units 
and divisions. 

The organization 
shares key 
information, 
knowledge, and 
skills across some 
units and divisions. 
 

The organization shares 
key information, 
knowledge, and skills 
across many units, 
divisions, and locations. It 
sometimes checks the 
effectiveness of the 
communication and skill 
sharing. 

The organization shares 
key information, knowledge, 
and skills across most 
units, divisions, and 
locations. It usually checks 
the effectiveness of the 
communication and skill 
sharing. It sometimes 
makes improvements. 

The organization shares key 
information, knowledge, and 
skills across nearly all units, 
divisions, and locations. It 
regularly checks the 
effectiveness of the 
communication and skill 
sharing. It constantly makes 
improvements. 
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5D Building A Skilled Workforce [Baldrige ref: 5.1a(6)] 

The organization identifies and recruits faculty and staff with needed skills. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not know 
what skills are 
needed in the 
workforce. 

The 
organization is 
beginning to 
identify skills its 
faculty and staff 
need for 
organizational 
success. 

The organization 
knows some skills 
its faculty and staff 
need for 
organizational 
success. It also 
knows of some skill 
gaps in its work 
force. 

The organization knows 
many of the skills its 
faculty and staff need 
for organizational 
success. It also knows 
many skill gaps in its 
work force. It is closing 
some of these gaps. It 
sometimes checks how 
well this process is 
working. 

The organization knows 
most of the skills its faculty 
and staff need for 
organizational success. It 
also knows most major skill 
gaps in its work force. It is 
closing many of these gaps. 
It usually checks how well 
this process is working. It 
sometimes makes 
improvements. 

The organization knows 
nearly all of the skills its 
faculty and staff need for 
organizational success. It 
also knows nearly all major 
gaps in its work force. It is 
closing most of these gaps. It 
regularly checks how well this 
process is working. It 
constantly makes 
improvements. 
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5E Educating and Training Faculty and Staff to Meet Educational Needs [Baldrige ref: 5.2a(1,2,3&7)] 

Educating and training faculty and staff to keep current with changing needs.  
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not offer 
education or 
training related 
to organizational 
goals. It does 
not ask leaders 
for input on 
education and 
training. 
Managers do not 
help faculty and 
staff reinforce 
training on the 
job. 

The 
organization 
uses education 
and training to 
support a few 
key 
organizational 
and faculty and 
staff needs. 
The 
organization 
asks a few 
leaders for 
input on 
education and 
training. A few 
managers help 
faculty and staff 
reinforce 
training on the 
job. 

The organization 
uses education and 
training to support 
some key 
organizational and 
faculty and staff 
needs. The 
organization makes 
sure these activities 
meet some 
changing 
educational service 
needs. The 
organization asks 
some leaders and 
faculty and staff for 
input on education 
and training. Some 
managers help 
faculty and staff 
reinforce training 
on the job. 

The organization uses 
education and training 
to support many long- 
and short-term 
organizational and 
faculty and staff needs. 
The organization 
makes sure these 
activities meet many 
changing educational 
service needs. The 
organization asks many 
leaders and faculty and 
staff for input on 
education and training. 
Many leaders help 
faculty and staff 
reinforce training on the 
job. It sometimes 
checks these 
processes to see how 
well they are working. 

The organization uses 
education and training to 
support most long- and 
short-term organizational 
and faculty and staff needs. 
The organization makes 
sure these activities meet 
most changing educational 
service needs. The 
organization asks most 
leaders and faculty and 
staff for input on education 
and training. Most leaders 
help faculty and staff 
reinforce training on the job. 
It usually checks these 
processes to see how well 
they are working. It 
sometimes makes 
improvements. 

The organization uses 
education and training to 
support nearly all key long- 
and short-term organizational 
and faculty and staff needs. 
The organization makes sure 
these activities meet nearly 
all changing educational 
service needs. The 
organization asks nearly all 
leaders and faculty and staff 
for input on education and 
training. Nearly all leaders 
help faculty and staff 
reinforce training on the job. It 
regularly checks these 
processes to see how well 
they are working. It constantly 
makes improvements. 
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5F Designing and Delivering Training and Education [Baldrige ref: 5.2a(4,5,6,&7)] 

The organization trains and educates faculty and staff. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not offer 
much education 
and training. 

The 
organization 
offers work 
related 
education and 
training for a 
few leaders 
and faculty and 
staff. In 
addition, the 
organization 
offers 
performance 
excellence 
training in 
areas such as 
performance 
measurements 
to a few 
managers and 
faculty and 
staff. 

The organization 
offers work related 
training and 
education for some 
leaders and faculty 
and staff. In 
addition, the 
organization offers 
performance 
excellence training 
in areas such as 
performance 
measurements and 
benchmarking to 
some managers 
and faculty and 
staff. 

The organization offers 
work related training 
and education for many 
leaders and faculty and 
staff. In addition, the 
organization offers 
performance excellence 
training in areas such 
as performance 
improvement, 
performance 
measurements, and 
benchmarking to many 
managers and faculty 
and staff. It sometimes 
checks education and 
training to see how well 
it meets organizational 
needs. 

The organization offers 
work related training and 
education for most leaders 
and faculty and staff. In 
addition, the organization 
offers performance 
excellence training in areas 
such as skill standards, 
performance improvement, 
quality control, performance 
measurements, and 
benchmarking to most 
managers and faculty and 
staff. It usually checks 
education and training to 
see how well it meets 
organizational needs. It 
sometimes makes 
improvements. 

The organization offers work 
related training and education 
for nearly all leaders and 
faculty and staff. In addition, 
the organization offers 
performance excellence 
training in areas such as skill 
standards, performance 
measurements, and 
benchmarking to nearly all 
leaders and faculty and staff. 
It regularly checks education 
and training to see how well it 
meets organizational needs. 
It constantly makes 
improvements. 
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5G Providing a Safe and Healthful Work Environment [Baldrige ref: 5.3a] 

The organization improves workplace safety and health. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not ask for 
faculty and staff 
ideas on 
improving work 
place safety. It 
has developed 
safety and 
health programs 
and policies to 
meet the 
minimum 
required by law 
and even those 
are not done 
well. 

The 
organization 
asks a few 
faculty and 
staff for ideas 
on improving 
work place 
safety. It has 
developed 
measures 
and goals for 
many areas 
of safety. It 
has put in 
place safety 
and health 
programs 
and policies 
required by 
law. 

The organization 
asks some faculty 
and staff for ideas 
on improving work 
place safety. It has 
developed 
measures and 
goals for most 
areas of safety. It 
has put in place 
safety and health 
programs and 
policies required by 
law and some 
more. 

The organization asks 
many faculty and staff for 
ideas on improving work 
place safety. It has 
developed measures and 
goals for nearly all areas 
of safety and for nearly all 
faculty and staff types. It 
has put in place safety 
and health programs and 
policies required by law 
and much more. It 
sometimes checks the 
effectiveness of its safety 
programs. 

The organization asks most 
faculty and staff for ideas 
on improving work place 
safety. It has developed 
measures and goals for all 
areas of safety and for all 
faculty and staff types. It 
has put in place safety and 
health programs and 
policies required by law and 
much more. Its programs 
are considered to be very 
good. It usually checks the 
effectiveness of its safety 
programs. It sometimes 
makes improvements. 

The organization asks nearly 
all faculty and staff for ideas 
on improving work place 
safety. It has developed 
measures and goals for all 
areas of safety and for all 
faculty and staff types. It has 
put in place safety and health 
programs and policies 
required by law and much 
more. Its programs are 
considered to be some of the 
best. It regularly checks the 
effectiveness of its safety 
programs. It constantly 
makes improvements. 
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5H Providing Faculty and Staff Services and Benefits [Baldrige ref: 5.3b(1&2)] 

Faculty and staff value the services and benefits provided by the organization. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
offers its faculty 
and staff only 
the minimum 
services and 
benefits required 
by law. Its work 
environment 
does not support 
needs of its 
diverse work 
force. 

The 
organization 
offers a few 
faculty and 
staff services 
and benefits 
in addition to 
the minimum 
required by 
law. It works 
to meet the 
diverse 
needs of a 
few of its 
faculty and 
staff. The 
organization 
does not 
know how 
much these 
extra benefits 
help improve 
faculty and 
staff 
satisfaction 
and 
motivation. 

The organization 
offers some faculty 
and staff services 
and benefits in 
addition to the 
minimum required 
by law. It works to 
meet the diversity 
needs of some of 
its faculty and staff. 
Some of these 
programs or 
benefits are based 
on faculty and staff 
input. These extra 
benefits help 
improve faculty and 
staff satisfaction 
and motivation for 
some faculty and 
staff. 

The organization offers 
many faculty and staff 
services and benefits in 
addition to the minimum 
required by law. It works 
to meet the diverse needs 
of many of its faculty and 
staff. Many of these 
programs or benefits are 
based on faculty and staff 
input. These extra 
benefits help improve 
faculty and staff 
satisfaction and 
motivation for many 
faculty and staff. The 
organization sometimes 
checks the effectiveness 
of its services and 
benefits. 

The organization offers a 
great many faculty and staff 
services and benefits in 
addition to the minimum 
required by law. It works to 
meet the diverse needs of 
most of its faculty and staff. 
Most of these programs or 
benefits are based on 
faculty and staff input. 
These extra benefits help 
improve faculty and staff 
satisfaction and motivation 
for most faculty and staff. 
The organization usually 
checks the effectiveness of 
its services and benefits. It 
sometimes makes 
improvements. 

The organization offers a 
complete assortment of 
faculty and staff services and 
benefits in addition to the 
minimum required by law. It 
works to meet the diverse 
needs of nearly all of its 
faculty and staff. Nearly all of 
these programs or benefits 
are based on faculty and staff 
input. These extra benefits 
help improve faculty and staff 
satisfaction and motivation for 
nearly all faculty and staff. 
The organization usually 
checks the effectiveness of its 
services and benefits. It 
constantly makes 
improvements. 
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5I Checking and Improving Faculty and Staff Satisfaction [Baldrige ref: 5.3c(1,2,&3)] 

The organization checks and improves faculty and staff satisfaction. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The organization 
does not check 
faculty and staff 
satisfaction. 

The 
organization 
is beginning 
to check 
faculty and 
staff 
satisfaction. 
There is no 
follow-up on 
any findings. 

The organization 
checks some 
aspects of faculty 
and staff 
satisfaction. Some 
leaders follow up to 
improve. 

The organization checks 
many aspects of faculty 
and staff satisfaction. 
Many leaders follow up to 
improve. The 
organization sometimes 
checks the effectiveness 
of the methods it uses to 
determine faculty and 
staff satisfaction and to 
see if improvements are 
working. 

The organization checks 
most aspects of faculty and 
staff satisfaction. Most 
leaders follow up to 
improve. The organization 
usually checks the 
effectiveness of the 
methods it uses to 
determine faculty and staff 
satisfaction and to see if 
improvements are working. 
It sometimes makes 
improvements to these 
processes. 

The organization checks 
nearly all aspects of faculty 
and staff satisfaction and 
well-being. Nearly all leaders 
follow up to improve. 
Improvement priorities are 
based on how well they affect 
faculty and staff results. The 
organization regularly checks 
the effectiveness of the 
methods it uses to determine 
faculty and staff satisfaction 
and to see if improvements 
are working. It constantly 
makes improvements to 
these processes. 

 



 

 
 
 

35

 
Review the Faculty and Staff themes below. Each is the title of a survey question you just answered in the Faculty and Staff Category. Identify one theme you 
believe is the most important to improve now. Check the box next to the theme. 
 

q 5A Faculty and Staff Development and Involvement 
 

q 5B Aligning Feedback, Compensation, and Recognition to Support Performance Objectives 
 

q 5C Ensuring Effective Communication and Skill Sharing 
 

q 5D Building A Skilled Work Force 
 

q 5E Educating and Training Faculty and Staff to Meet Educational Needs 
 

q 5F Designing and Delivering Training and Education 
 

q 5G Providing a Safe and Healthful Work Environment  
 

q 5H Providing Faculty and Staff Services and Benefits 
 

q 5I Checking and Improving Faculty and Staff Satisfaction 
 

REMEMBER TO CHECK ONLY ONE BOX 
 

SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Summary of Category 6: Educational and Support Process Management 
 
This category contains 8 themes. 

 

Educational and Support Process Management is the focal point for all key work processes. The first part (questions 6A through 6D) looks at 
your organization’s product program design and delivery processes. 

q You are asked how you address student and stakeholder requirements in the design process. You should make sure that educational 
design processes actually work as expected. 

q You should be sure that program delivery processes work consistently. You should define performance measures to get an early alert of 
potential problems so you can take prompt action to correct the problem.  

q Finally, you are asked how you improve your educational programs and offerings to achieve better performance. 

 

The middle part of this survey category (questions 6E through 6F) examines your organization’s key education support processes, with the 
aim of improving your overall operational performance. 

q You are asked how your key support processes are designed to meet all the requirements of internal and external stakeholders.  

q You should be sure that the day-to-day operation of your key support processes meets the key requirements. You should use in-process 
measures and student, faculty/staff, and stakeholder feedback to get an early alert of problems. 

q Finally, you are asked how you improve your key support processes to achieve better performance. 

 

The last part of this survey category (questions 6G through 6H) examines your organization’s key partnering processes and relationships, 
with the aim of improving your performance, and effecting smooth student transitions. 

q You are asked how you provide your partners with assistance and information, which will contribute to improvements in their 
performance and your performance. 

q Finally, you are asked how you improve your partnering processes so that you can ensure smooth transitions for students.  
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6A Designing Educational Programs [Baldrige ref: 6.1a(1,2,5,&6)] 

The organization designs educational programs and services that meet student and stakeholder requirements.  
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not have 
a standard 
design 
process. 

The organization 
uses a standard 
design process 
for a few key 
educational 
programs and 
services. The 
design process 
does not include 
student and 
stakeholder input. 

The organization 
uses a standard 
design process for 
some key 
educational 
programs and 
services. The 
design process for 
some educational 
programs and 
services uses 
student and 
stakeholder input. 

The organization has a 
standard design 
process for many key 
educational programs 
and services. The 
design process for 
many educational 
programs and services 
uses student and 
stakeholder input. 

The organization has a 
standard design process for 
most key educational 
programs and services. The 
design process for most 
educational programs and 
services uses student and 
stakeholder input. The 
organization usually checks 
the effectiveness of these 
processes to make sure 
they meet most operational 
requirements. It sometimes 
makes improvements. 

The organization has a 
standard design process for 
nearly all key educational 
programs and services. The 
design process for nearly all 
educational programs and 
services uses student and 
stakeholder input. The 
organization regularly checks 
the effectiveness of these 
processes to make sure they 
meet nearly all operational 
requirements. It constantly 
makes improvements. 
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6B New Technology and Improving The Design Processes [Baldrige ref: 6.1a(3,4,&6)] 

The organization use new technology in its educational design processes. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not have 
a standard 
design 
process. It 
rarely uses 
new 
technology. 

The organization 
is beginning to 
use new 
technology in a 
few educational 
programs and 
services and their 
related delivery 
systems. It does 
not make 
changes to its 
design process 
based on the new 
technology. 

The organization 
uses new 
technology in some 
educational 
programs and 
services and their 
related delivery 
systems. It makes 
some changes to 
its design process 
based on the new 
technology. 

The organization uses 
new technology in 
many educational 
programs and services 
and their related 
delivery systems. It 
makes many changes 
to its design process 
based on the new 
technology. It 
sometimes checks 
design processes to 
make sure resulting 
products and services 
are trouble free and 
timely. 

The organization uses new 
technology in most 
educational programs and 
services and their related 
delivery systems. It makes 
many changes to its design 
process based on the new 
technology. It usually 
checks design processes to 
make sure resulting 
educational programs and 
services are trouble free 
and timely. The 
organization usually checks 
and sometimes improves 
the design processes 
based on design quality, 
cycle time, cost control, 
new design technology, and 
other educational 
effectiveness factors. 

The organization uses new 
technology in nearly all 
educational programs and 
services and their related 
delivery systems. It makes 
many changes to its design 
process based on the new 
technology. It nearly always 
checks design processes to 
make sure resulting 
educational programs and 
services are trouble free and 
timely. The organization 
regularly checks and 
constantly improves the 
design processes based on 
design quality, cycle time, 
cost control, new design 
technology, productivity, and 
other educational 
effectiveness factors. 
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6C Consistent Educational Program Delivery [Baldrige ref: 6.1b(1&2)] 

The organization checks and improves its educational programs and related delivery process. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not have 
a standard 
educational 
program 
delivery 
process. 

The organization 
is beginning to 
use a standard 
educational 
program delivery 
process in a few 
areas. It includes 
a few 
performance 
requirements for 
a few educational 
programs and 
services. 

The organization 
uses a standard 
educational 
program delivery 
process in some 
areas. It includes 
some performance 
requirements 
based on 
educational and 
student needs. 

The organization uses 
a standard educational 
program delivery 
process in many areas. 
It includes many 
performance 
requirements based on 
educational and student 
needs. The 
organization sometimes 
checks its production 
delivery processes 
based on measures 
and student input. 

The organization uses a 
standard educational 
program delivery process in 
most areas. It includes 
most performance 
requirements based on 
educational and student 
needs. The organization 
usually checks and 
sometimes improves its 
educational delivery 
processes based on 
measures and student 
input. It sometimes shares 
the improvements with 
other units. 

The organization uses a 
standard educational program 
delivery process in nearly all 
areas. It includes nearly all 
performance requirements 
based on educational and 
student needs. The 
organization regularly checks 
and constantly improves its 
educational delivery 
processes based on 
measures and student input. 
It usually shares the 
improvements with other 
units. 

 

 
6D Improving Achievement of Learning Objectives Baldrige ref: 6.1b(3&4)] 

The organization uses measures to improve its support processes. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not have 
measures to 
control or 
improve the 
efficiency of 
educational 
work 
processes. 

A few parts of the 
organization use 
measures to 
control and 
improve the 
efficiency of 
educational work 
processes. 

Some parts of the 
organization use 
measures to control 
and improve the 
efficiency of 
educational work 
processes. They 
measure a few 
points in the 
education design 
and delivery cycle. 

Many parts of the 
organization use 
measures to control 
and improve the 
efficiency of 
educational work 
processes. They 
measure many points in 
the education design 
and delivery cycle. The 
organization sometimes 
checks its educational 
delivery processes 
based on measures 
and student and 
stakeholder input. 

Most parts of the 
organization use measures 
to control and improve the 
efficiency of educational 
work processes. They 
measure early and often in 
the education design and 
delivery cycle. The 
organization usually checks 
and sometimes improves its 
educational delivery 
processes based on 
measures and student 
input. It sometimes shares 
the improvements with 
other units. 

Nearly all parts of the 
organization use measures to 
control and improve the 
efficiency of educational work 
processes. They measure 
early and often in the 
education design and delivery 
cycle. The organization 
regularly checks and 
constantly improves its 
educational delivery 
processes based on 
measures and student input. 
It usually shares the 
improvements with other 
units. 
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6E Determining Educational Support Processes [Baldrige ref: 6.2a(1,2,3&5)] 

The organization designs processes for educational support functions. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not use 
effective 
processes for 
educational 
support 
functions to be 
sure they meet 
key 
requirements. 

The organization 
effectively 
designs 
processes to 
meet key 
requirements for 
a few educational 
support functions. 
These are not 
based on 
requirements 
from students 
and stakeholders. 

The organization 
effectively designs 
processes to meet 
key requirements 
for some 
educational support 
functions. These 
are based on 
meeting some 
requirements from 
students and 
stakeholders. 

The organization 
effectively designs 
processes to meet key 
requirements for many 
educational support 
functions. These are 
based on meeting 
many requirements 
from students and 
stakeholders. The 
organization sometimes 
checks for many 
support functions to 
look for ways to 
improve. 

The organization effectively 
designs processes to meet 
key requirements for most 
educational support 
functions. These are based 
on meeting most 
requirements from students 
and stakeholders. The 
organization usually checks 
for most support functions 
to look for ways to improve. 
It sometimes makes 
improvements based on 
measures and shares the 
improvements with other 
units. 

The organization effectively 
designs processes to meet 
key requirements for nearly 
all educational support 
functions. These are based 
on meeting nearly all 
requirements from students 
and stakeholders. The 
organization regularly checks 
for nearly all support 
functions to look for ways to 
improve. It constantly makes 
improvements based on 
measures and shares the 
improvements with other 
units. 

 

 
6F Improving Educational Support Processes [Baldrige ref: 6.2a(4&5)] 

The organization uses measures to improve educational support processes. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not have 
measures to 
control or 
improve the 
efficiency of 
educational 
support 
processes. 

A few parts of the 
organization use 
measures to 
control and 
improve the 
efficiency of 
educational 
support 
processes. 

Some parts of the 
organization use 
measures to control 
and improve the 
efficiency of 
educational support 
processes. They 
measure a few 
points in the 
education design 
and delivery cycle. 

Many parts of the 
organization use 
measures to control 
and improve the 
efficiency of 
educational support 
processes. They 
measure many points in 
the education design 
and delivery cycle. The 
organization sometimes 
checks its education 
design and delivery 
processes based on 
measures and student 
and stakeholder input. 

Most parts of the 
organization use measures 
to control and improve the 
efficiency of educational 
support processes. They 
measure early and often in 
the education design and 
delivery cycle. The 
organization usually checks 
and sometimes improves its 
education design and 
delivery processes based 
on measures and student 
and stakeholder input. It 
sometimes shares the 
improvements with other 
units. 

Nearly all parts of the 
organization use measures to 
control and improve the 
efficiency of educational 
support processes. They 
measure early and often in 
the education design and 
delivery cycle. The 
organization regularly checks 
and constantly improves its 
education design and delivery 
processes based on 
measures and student and 
stakeholder input. It usually 
shares the improvements with 
other units. 
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6G Communicating Requirements to Partners [Baldrige ref: 6.3a(1,2,&6)]   

The organization communicates with partners about emerging educational needs. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not 
communicate 
with partners 
about 
emerging 
educational 
needs. 

The organization 
is beginning to 
communicate 
with a few 
partners about 
emerging 
educational 
needs. 

The organization 
communicates with 
some partners 
about emerging 
educational needs. 

The organization 
communicates with 
partners about 
emerging educational 
needs. The 
organization sometimes 
checks the 
effectiveness of the 
communication 
process. 

The organization 
communicates with 
partners about emerging 
educational needs. The 
organization usually checks 
the effectiveness of the 
communication process. It 
sometimes makes 
improvements in the 
process. 

The organization 
communicates with partners 
about emerging educational 
needs. The organization 
regularly checks the 
effectiveness of the 
communication process. It 
constantly makes 
improvements in the process. 

 

 
6H Working with Partners for Better Student Transitions [Baldrige ref: 6.3a(3,4,5,&6)] 

The organization communicates with partners to ensure effective student transitions. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization 
does not 
communicate 
with partners 
to ensure 
effective 
student 
transitions. 

The organization 
is beginning to 
communicate 
with a few 
partners to 
ensure effective 
student 
transitions. 
 

The organization 
communicates with 
some partners to 
ensure effective 
student transitions. 

The organization 
communicates with 
partners to ensure 
effective student 
transitions. The 
organization sometimes 
checks the 
effectiveness of these 
processes. 

The organization 
communicates with 
partners to ensure effective 
student transitions. The 
organization usually checks 
the effectiveness of these 
processes. It sometimes 
improves these processes. 

The organization 
communicates with partners 
to ensure effective student 
transitions. The organization 
regularly checks the 
effectiveness of these 
processes. It constantly 
improves these processes. 
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Review the Educational and Support Process Management themes below. Each is the title of a survey question you just answered in the Educational and 
Support Process Management Category. Identify one theme you believe is the most important to improve now. Check the box next to the theme. 
  

q 6A Designing Educational Programs 
 

q 6B New Technology and Improving The Design Processes 
 

q 6C Consistent Educational Program Delivery 
 

q 6D Improving Achievement of Learning Objectives 
 

q 6E Determining Educational Support Processes 
 

q 6F Improving Educational Support Processes 
 

q 6G Communicating Requirements to Partners 
 

q 6H Working with Partners for Better Student Transitions 
 

REMEMBER TO CHECK ONLY ONE BOX 
 

SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Summary of Category 7: Organizational Performance Results 
 
This category contains 5 themes. 

 

The Organizational Performance Results Category looks for the results that your management system produces. Results range from final 
performance (lagging) outcomes such as student performance, student and stakeholder satisfaction, financial performance to predictive 
(leading) outcomes such as internal operating measures, faculty and staff results, and performance. Together, these lagging and leading 
results create a set of balanced indicators of organizational health, commonly called a “balanced scorecard.”   

q The first theme (question 7A) looks at student performance results including trends and measures indicating student performance. 

q The second theme (question 7B) looks at how well your organization has been satisfying your students and stakeholders and delivering 
educational program quality that lead to satisfaction and loyalty. 

q The third theme (question 7C) looks at the strength of your organization’s financial budget. 

q The fourth theme (question 7D) looks at how well your organization has been creating and maintaining a positive, productive, learning, 
and caring work environment. 

q The fifth theme (question 7E) looks at your organization’s other key operational performance results, to determine the strength of its 
organizational effectiveness. 
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7A Student Performance Results [Baldrige ref: 7.1a(1, 2, & 3)] 

The organization is achieving trends and results in areas important for student performance success. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
student 
performance 
trends have 
not improved. 

The 
organization’s 
student 
performance 
trends are 
mixed. These 
include limited 
performance 
results. 

The organization’s 
student 
performance trends 
show some 
improvement over 
time. This is across 
some educational 
programs and 
services, for some 
student groups. 

The organization’s 
student performance 
trends show good 
improvement over time. 
This is across many 
educational programs 
and services, for many 
student groups. Limited 
competitive comparisons 
are available. 

The organization’s student 
performance trends show 
very good improvement 
over time. The results are 
very good for most 
educational programs and 
services for most students. 
The organization’s results 
are similar to those of 
competitors and better than 
average. This is across 
most educational programs 
and services, for most 
student groups. 

The organization’s student 
performance trends show 
excellent improvement. The 
organization’s results exceed 
those of the better 
competitors. This is across 
nearly all educational 
programs and services, for 
nearly all student groups. 

 

 
7B Student and Stakeholder Results [Baldrige ref: 7.2a(1&2)] 

Satisfaction and dissatisfaction trends and results are measured for students and stakeholders. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
student and 
stakeholder 
satisfaction 
trends have 
not improved. 

The 
organization’s 
student and 
stakeholder 
satisfaction 
results are 
mixed. These 
include limited 
satisfaction 
results. 

The organization’s 
student and 
stakeholder 
satisfaction and 
dissatisfaction 
results show some 
improvement over 
time. This is across 
some educational 
programs and 
services, for some 
student and 
stakeholder groups. 

The organization’s 
student and stakeholder 
satisfaction and 
dissatisfaction results 
show good improvement 
over time. This is across 
many educational 
programs and services, 
for some student and 
stakeholder groups. 
Limited competitive 
comparisons are 
available. 

The organization’s student 
and stakeholder satisfaction 
and dissatisfaction results 
show very good 
improvement over time. 
The results are very good 
for student and stakeholder 
loyalty and relationships. 
The organization’s results 
are similar to those of 
competitors and better than 
average. This is across 
most educational programs 
and services, for some 
student and stakeholder 
groups. 

The organization’s student 
and stakeholder satisfaction 
and dissatisfaction results 
show excellent improvement. 
The organization’s results 
meet or exceed those of the 
better competitors. This is 
across nearly all educational 
programs and services, for 
some student and 
stakeholder groups. 
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7C Budgetary and Financial Results [Baldrige ref: 7.3a] 
The trends and results for budgetary and financial performance. 

1 
Not Evident 

2  
Beginning 

3  
Basically Effective 

4  
Mature 

5 
Advanced 

6 
Role Model 

Level 

The 
organization’s 
budgetary and 
financial 
performance 
trends have 
not improved. 

The 
organization’s 
budgetary and 
financial 
marketplace 
performance 
results are 
mixed. These 
include limited 
results in 
expenditures, 
income, tax 
rates, 
tuition/fee 
needs, and 
growth. 

The organization’s 
financial and 
marketplace results 
show some 
improvement for 
some key 
measures. These 
include 
expenditures, 
income, tax rates, 
tuition/fee needs, 
and growth. 

The organization’s 
financial and marketplace 
results show good 
improvement for many 
key measures. These 
include expenditures, 
income, tax rates, 
tuition/fee needs, and 
growth. Limited 
competitive comparisons 
are available. The results 
are also good for many 
measures of educational 
service growth and new 
markets entered. Limited 
competitive comparisons 
are available. 

The organization’s financial 
and marketplace results 
show very good 
improvement for most key 
measures. These include 
expenditures, income, tax 
rates, tuition/fee needs, and 
growth. The organization’s 
results are similar to those 
of competitors, and better 
than average. The results 
are also very good for most 
measures of educational 
service growth and new 
markets entered. The 
organization’s results are 
similar to those of 
competitors and better than 
average. 

The organization’s financial 
and marketplace results show 
excellent improvement for 
nearly all key measures. 
These include expenditures, 
income, tax rates, tuition/fee 
needs, and growth. The 
organization’s results meet or 
exceed those of the best 
competitors. The results are 
also excellent for nearly all 
measures of educational 
service growth and new 
markets entered. The 
organization’s results meet or 
exceed those of the better 
competitors. 

 

 
7D Faculty and Staff Results [Baldrige ref: 7.4a] 

The trends and results for faculty and staff performance. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
faculty and 
staff resource 
results have 
not improved. 

The 
organization’s 
faculty and staff 
resource 
results are 
mixed. These 
include limited 
improvements 
in faculty and 
staff 
satisfaction and 
safety. 

The organization’s 
faculty and staff 
resource results 
show some 
improvement. 
These include 
some 
improvements in 
faculty and staff 
satisfaction and 
safety. 

The organization’s faculty 
and staff resource results 
show good improvement. 
These include good 
improvements in faculty 
and staff satisfaction and 
safety. 

The organization’s faculty 
and staff resource results 
show very good 
improvement. These 
include very good 
improvements in faculty 
and staff satisfaction, 
safety, and development, 
as well as the workplace 
environment and 
performance. The 
organization’s results are 
similar to those of 
competitors, and better 
than average. 

The organization’s partner 
results show excellent 
improvement. These include 
excellent improvements in 
faculty and staff satisfaction, 
safety, and development, as 
well as the workplace 
environment and 
performance. The 
organization’s results meet or 
exceed those of the best 
competitors. 
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7E Organizational Effectiveness Results [Baldrige ref: 7.5a] 

The organizational effectiveness trends and results. 
1 

Not Evident 
2  

Beginning 
3  

Basically Effective 
4  

Mature 
5 

Advanced 
6 

Role Model 
Level 

The 
organization’s 
effectiveness 
results do not 
show 
improvement. 

The 
organization’s 
effectiveness 
results are 
mixed. This 
includes limited 
improvement in 
a few areas 
such as 
contributed to 
enhance 
learning and/or 
operational 
effectiveness. 

The organization’s 
effectiveness 
results show some 
improvement. This 
includes some 
improvement in 
some areas such 
as contributed to 
enhance learning 
and/or operational 
effectiveness. 

The organization’s 
effectiveness results 
show good improvement. 
This includes good 
improvement in many 
areas such as contributed 
to enhance learning 
and/or operational 
effectiveness. It also 
includes good 
improvement safety, 
regulatory/legal/ 
accreditations, and 
support of key 
communication, as well 
as accomplishment of 
organizational strategy. 
Limited competitive 
comparisons are 
available. 

The organization’s 
effectiveness results show 
very good improvement. 
This includes very good 
improvement in most areas 
such as contributed to 
enhance learning and/or 
operational effectiveness. It 
also includes good 
improvement safety, 
regulatory/legal/ 
accreditations, and support 
of key communication, as 
well as accomplishment of 
organizational strategy.  
The organization’s results 
are similar to those of 
competitors and better than 
average. 

The organization’s 
effectiveness results show 
excellent improvement. This 
includes excellent 
improvement in nearly all 
areas such as contributed to 
enhance learning and/or 
operational effectiveness. It 
also includes good 
improvement safety, 
regulatory/legal/accreditations
, and support of key 
communication, as well as 
accomplishment of 
organizational strategy. The 
organization’s results meet or 
exceed those of the best 
competitors 
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Review the Organizational Performance Results themes below. Each is the title of a survey question you just answered in the Organizational Performance 
Results Category. Identify the one results area you believe is the most important to strengthen now. Check the box next to the theme.  

 

q 7A Student Performance Results 
 
q 7B Student and Stakeholder Results 
 
q 7C Budgetary and Financial Results 
 
q 7D Faculty and Staff Results 
 
q 7E Organizational Effectiveness Results 

  
REMEMBER TO CHECK ONLY ONE BOX 

 
SUGGESTIONS FOR IMPROVEMENT ON THE THEME CHECKED ABOVE: 
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Glossary 
 
Action Plans  – Action plans drive action throughout the organization. They are based on the strategies necessary for organizational success. Action plans are tied 
directly to the strategic plan throughout the organization. They usually define the work to be done to achieve strategic goals and the measures to track progress 
against plan. 
 
Align/Alignment   – Alignment (to line up) refers to consistency of processes, actions, information, and decisions among business units. These need to support key 
organization-wide goals. Effective alignment requires common understanding of purposes and goals. It also requires the whole organization to use complementary 
measures and information to enable planning, tracking, analysis, and improvement. This means all parts of the organization and all people in the organization are 
pulling in the same direction in an effort to meet goals and objectives. 
  
Anecdotal  – Stories of random or isolated events are considered anecdotal and not systematic.  
 
Analytical Tools  – Tools for analyzing data may include brainstorming, Pareto charts, cause and effect diagrams, scatter diagrams, correlation and regression 
analysis, and histograms. 
 
Benchmarking/Comparative Data – Benchmarking is the part of an improvement process in which an organization compares its performance against the best 
practices of other organizations. It determines how those organizations achieved higher performance levels, and uses the information to improve its own performance. 
The result of the process of comparing one business against another produces Comparative Data. These data can be used to set goals to improve performance. 
 
Continuous Improvement – This is the ongoing improvement of products, programs, services, or processes by small increments or major breakthroughs, including 
reengineering. 
 
Cycle Time – Cycle time refers to time performance. This is the time required to fulfill commitments or to complete tasks from start to finish. Time measurements play 
a major role in the assessment because of the great importance of time performance to improving competitiveness. Other time-related terms in common use are 
setup time, lead-time, changeover time, delivery time, and time to market. 
 
Data Validity and Utility – Data are numerical information. They are used as a basis for reasoning, discussion, determining status, decision-making, and analysis. 
Data proven to measure a particular construct or characteristic are valid data. Data utility (usefulness) is determined by the students and stakeholders of the data—
the people must use them. 
 
Indicators and Measures – This is when two or more measurements are required to provide a more complete picture of performance. Indicators (measures) are 
input, output, and performance dimensions of processes, products, services, and the overall organization. Measures and indicators might be simple (derived from one 
measurement) or composite. Some users of these terms prefer the term indicator: (1) when the measurement relates to performance, but is not a direct or exclusive 
measure of such performance (for example, the number of complaints is an indicator of dissatisfaction, but not a direct or exclusive measure of it); and (2) when the 
measurement is a predictor (“leading indicator”) of some more significant performance, e.g., gain in student and stakeholder satisfaction might be a leading indicator 
of market share gain. 
 
Inspection and Testing – Inspection typically refers to assessments of product or service suitability, checks to determine if requirements are met, or whether defects 
exist. Counting the number of bubbles in a glass lens is an end-process inspection since it is conducted after the glass is made. Testing involves determining whether 
the product or service works as intended. The same lens might be tested by shining a light through it and measuring the refraction or distortion of the light. We can 
inspect the components of a computer to be sure they are all in place. We test it by turning it on and performing calculations. 
 



 

 
 
 

49

Knowledge and Skills Reinforcement – When training occurs, up to 75% of new learning is forgotten when the trainee leaves the classroom. One way to protect the 
training investment is to make sure the skills are used or reinforced on the job.  
 
Leaders/Leadership System – Leaders refer to executives and managers. At a bank, senior leaders could include the president, vice president, branch managers 
and staff managers. For other organizations, senior leaders could include the chief executive officer and his or her direct reports. Division or sector leaders are also 
considered senior leaders. The Leadership System refers to how leadership is exercised throughout the organization––the basis for and the way that key decisions 
are made, communicated, and carried out at all levels. It includes the formal and informal mechanisms for leadership development used to select leaders and 
managers, to develop their leadership skills, and to provide guidance and examples regarding behaviors and practices. 
 
Objective (Short term) – Objectives are usually considered to be subsets of goals. A goal may relate to financial success. One of the short-term objectives needed to 
meet this goal may be a monthly sales target.  
 
Organization – This is a group of people with common goals and mission. The group may be any size, formal or informal, ad hoc or permanent.  
 
Organization Leaders, Senior Leaders, and Faculty and Staff – This refers to the leaders—executives and top managers—in the applying organization or the 
organization under review. At a bank, senior leaders could include the president, vice presidents, branch managers, and staff managers. For a company, senior 
leaders could include the chief executive officer and his or her direct reports. If the unit under review is a division of a larger organization, the division manager and 
direct reports are considered “ senior leaders.” If the unit under review is a government organization or subdivision, the leaders might include top officials, members of 
policy boards, workforce development boards, and city or county commissions. Faculty and staff include staff and other personnel paid by the organization to achieve 
its goals. Faculty and staff may include contractors to the extent these people are working on internal company processes. 
 
Partner Capability – This refers to the ability of partners to provide products and services as required. If an organization fails to consider the capability of its key 
partners when planning or designing new products or services, the ability of that organization to deliver may be threatened. 
 
Performance/Operational and Financial Performance – Performance refers to output results obtained from processes, products, and services. These permit 
evaluation and comparison relative to goals, standards, past results, and to others. Performance might be expressed in non-financial or financial terms. Five types of 
performance are examined by the Criteria:  

q Student and stakeholder-related performance refers to performance relative to measures and indicators of students and stakeholders' perceptions, reactions, 
and behaviors. Examples include student and stakeholder retention, complaints, and student and stakeholder survey results. Student and stakeholder-related 
performance generally relates to the organization as a whole.  

q Financial and marketplace performance refers to performance using measures of cost and revenue, including asset utilization, asset growth, and market 
share. Financial measures are generally tracked throughout the organization.  

q Human resource performance refers to results derived from the approaches in Category 5. Results may include absenteeism, injury, accidents, morale, 
overall faculty and staff satisfaction and empowerment, and other factors important to the well-being of faculty and staff, including individuals, groups, 
managers, supervisors, and individual contributors.  

q Partner performance includes improvements in partner capability and corresponding improvements that benefit the organization such as reduced cost, fewer 
defects, and better on-time delivery.  

q Organizational effectiveness performance refers to performance relative to effectiveness and efficiency measures and indicators. Examples include cycle 
time, productivity, and waste reduction. Operational performance might be measured at the work unit level, the key process level, and the organization level. 
Product and service quality refers to operational performance relative to measures and indicators of product and service requirements, derived from student 
and stakeholder preference information. Examples include reliability, on-time delivery, defect levels, and service response time. Product and service quality 
performance generally relates to the organization as a whole. 

 



 

 
 
 

50

Performance Data and Tracking (minimal, some, moderate, extensive data) – Extensive data refers to the complete set of data needed to manage and make 
decisions about a high performance organization. Extensive data might include, for example, student and stakeholder satisfaction, student and stakeholder 
requirements, competitor performance, leadership effectiveness, faculty and staff satisfaction, performance efficiency (cycle time, cost, rework, scrap), and financial 
data, to name a few. Minimal data refers to only a small subset of the extensive data list. Minimal data usually include budget and personnel (staffing level) data. 
“Some” and “moderate” data reflect degrees of completeness between “extensive” and “minimal.”  
 
Performance Excellence – Performance excellence refers to work approaches systematically pursuing ever-higher levels of overall performance, including quality 
and productivity. Approaches to Performance Excellence vary in form, function, and incentive systems. Effective approaches generally include: cooperation between 
management and the work force, including work force bargaining units; cooperation among work and business units, often involving teams; self-directed responsibility 
(sometimes called empowerment); individual and organizational skill building and learning; flexibility in job design and work assignments; an organizational structure 
with minimum layering (“flattened”), where decision-making is decentralized and decisions are made closest to the “front line,” and effective use of performance 
measures, including comparisons. Some Performance Excellence systems use monetary and non-monetary incentives based upon factors such as unit performance, 
team and/or individual contributions, and skill building. 
 
Prevention-Based – This is seeking the root cause of a problem and preventing its recurrence rather than merely solving the problem and waiting for it to happen 
again (reactive posture). 
 
Process – Process refers to linked activities with the purpose of producing a product or service for a student and stakeholder (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. 
 
Process Capability – A statistical measure of the inherent variability for a given process compared with the requirements of the process (expressed as Cpk). For 
example, if students expect their monthly bank statements to contain no more that two errors during a year, the bank accounting processes must produce no more 
that one error to meet requirements. Processes that produce two or more errors per year would be considered not capable of meeting requirements.  
 
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 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. 
 
Real Time – The actual time during which something takes place “the computer may partly analyze the data in real time (as it comes in)” 
 
Root Cause – The original or basic cause or reason for a condition. The root cause of a condition is that cause which, if eliminated, ensures that the condition will not 
recur. 
 
Societal Risk – Potential dangers to the community and society at large are risks that must be considered. For example, speculative investing by a bank may pose a 
risk to the public as well as the students and stakeholders of the bank.  
 
Student and Stakeholder – This is an organization or person who receives or uses a product or service. The student and stakeholder may be a member or part of 
another organization (external student and stakeholder), the same organization (internal student and stakeholder), or an end user. End users might include employers 
and workers. 
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Student and Stakeholder Interaction Process – This is the process by which a company approaches, responds to, and follows up with students and stakeholders. 
It builds ongoing business and learns about student and stakeholder needs and expectations. The process of interacting with an organization can be by many 
methods including phone, fax, e-mail and face-to-face meetings. Attending to these interactions is important because students and stakeholders frequently make 
decisions about the company based on one interaction. 
 
Student and stakeholder Contact Requirement (Service Standard) – This is a set, measurable level of performance. A student and stakeholder contact 
requirement or service level defines in measurable terms expected performance levels. For example, an objective of an organization might be “prompt student and 
stakeholder service” but that term does not define a service level. “Equipment will be repaired within 24 hours” or “the phone will be answered by a person on or 
before the second ring” constitute two different student and stakeholder contact requirements (service levels). 
 
System/System vs. Process – A system is a set of well-defined and well-designed processes for meeting the organization’s quality and performance requirements. 
For example, the Leadership System refers to how leadership is exercised throughout the organization. Everything done in an organization is a process but not all 
processes are part of a system and not all processes are systematic. 
 
Systematic Process – A process that is repeated and predictable, rather than anecdotal and episodic. A systematic approach to maintaining process consistency 
and ensuring student and stakeholder requirements are met would mean one could rely on it because it was tested and was repeated.  
 
Trend – For purposes of the assessment, it means that data have been collected over time and when displayed (preferably on a graph or chart) serve to illustrate 
changes in a particular direction (positive/negative, increase/decrease). For example, the stock market trend as reflected by the Dow-Jones Industrial Average over 
the past few years has been positive (increasing). The federal budget deficit trend has also been positive (decrease). 
 
Values – These are the principles and beliefs that guide/govern the behavior of an organization and its people toward the accomplishment of its mission and vision. 
 




