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What Has Been Said About the Baldrige Criteria f®erformance Excellence
on which the Georgia Oglethorpe Award Process iséd?

| see the Baldrige process as a powerful set ohargisms for disciplined people engaged in discedithought and
taking disciplined action to create great organieat that produce exceptional results.

—Jim Collins, author of Good to Great:

Why Some Companies Make the Leap . . .and Others

Don't

People ask, “Why Baldrige?” My answer is very sieplriple A bond rating on Wall Street from all ¢lerrating
agencies, bringing capital projects in on time wafittin budget, a 96 percent business satisfacting, a 94 percent
resident satisfaction rating, an overall qualityng of 95 percent, and an employee satisfactitingaf 97 percent...
that's why we're involved with Baldrige.

—Muichael Levinson, City Manager of

2007 Award recipient the City of Coral Springs

[The men and women of ARDEC] have earned distindbo our organization, the new high-technology #r@and the
Department of Defense by embracing the Baldrigee@a. . . . We [adopted the Baldrige Criteria] arder to become
the best organization we can possibly be and pmothi@ best products and support we can to the WeB.fighter.

—Joseph A. Lannon, Director of 2007 Award recipienthe

U.S. Army Armament Research, Development

and Engineering Center (ARDEC)

It is a privilege to accept [the Baldrige Award] ®ehalf of the Monfort College’s faculty, staffjdnts, alumni, and
friends. We are here because of their continuednsibment to performance excellence and investmethieimpproach
of viewing yesterday’s performance as an opponjufuit a better tomorrow.

—Joe F. Alexander, Dean of 2004 Award recipient

Kenneth W. Monfort College of Business

We felt that the Baldrige process was best to meemission statement . . . that all students caa w&ill learn. We
passionately believe that, and we looked for a rhitde would get us to that level of achievemehte Baldrige
process works for us.
— Richard E. Maurer, Superintendent of 2001 Award ecipient
Pearl River School District

Clearly the Criteria, discipline, and focus thatderlie the Baldrige process have been key contoitsuo our daily
improvements. The feedback we received from ote ated national site visits has been instrumentadroviding a
clear road map for the journey.

—Michael Murphy, CEO of 2007 Award recipient

Sharp HealthCare

We appreciate the following individuals for theirawk in helping to prepare the

Georgia Progress Award Criteria for your use.

Dave Klater
Dave Klater Consultants, Inc.

Ellen C. Rooney
Rooney & Associates
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Georgia Oglethorpe’'S hree-Step

Assessment and Recognition Process
An Overview

Background

Georgia Oglethorpe Award Process, Inarsssion isto lead Georgia organizations to improve performauit
advocates use of ti@riteria for Performance Excellenaes the means by which organizations can creatsastdin
high performance. ThBaldrige National Quality Programocated within the U.S. Department of Commercatidhal
Institute for Standards and Technology, periodjcafidates and issues t@eteria for Performance Excellende keep
them current with changing organizational heedgr&sentatives from business, industry, governneghication,
healthcare, and nonprofit sectors are encouragedrtivibute input to evaluation and improvementhafCriteria.

Organizations from all sectors (business, indugfoyernment, education, healthcare, or nonpradit) ese th€riteria
for Performance Excellenaes a:

Means for strategic and tactical improvement of peycesses (above-the-bottom-line) and resultsoouts
(bottom-line performance)

Tool for self- and third-party assessment
Public recognition as appropriate
Reference for valuable knowledge

Source for educating leaders in how to lead andagrian organization based on a holistic systemg afie
organizational interdependencies

Primary step in a long-term journey toward exceléen

The Three-Step Process

Georgia Oglethorpéas developed a three-step process centered ai theenationaCriteria for Performance
Excellencdo help organizations learn and use@niteria as a diagnostic tool for both self- and third-pagsessment
and recognition.

Georgia Oglethorpe Award (Steprgjuires use of the complete robust version ofakolm Baldrige
National Quality Award Criteria for Performance Eeltence Applicants for theseorgia Oglethorpe Award
are self-nominated and submi€Cateria-basedself-assessment to Georgia Oglethorpe Award Psotes for
third-party assessment. Members of the all-volunB=orgia Oglethorpe Board of Examinesmplete both
the assessment and judging procdssaminerscomplete the assessment and a sepRaiel of Judges
recommends potential recipients of theorgia Oglethorpe Award Georgia’s highest recognition for
organizational performance excellence. Applicaateive actionable feedback documented as streagths
opportunities for improvement within the contextloé Criteria and viewed according to the unique
characteristics which define the applicant.

Georgia Progress Award (Step @3es a condensed version of the rolsgeria for Performance Excellence
and is the focus of this booklet. The process ofguboth self- and third-party assessment, alor @i
separate judging process, is the same as fagémegia Oglethorpe Awardyut the competition is based on the
Georgia Progress Award Criteridn competing for either award, ti@iteria are an organization’s
competition — not other organizations.

Georgia Focus Recognition (Stepidpased on th€riteria for Performance Excellen@nd provides
organizational leaders an independent, self-coathiself-assessment tool. It differs from the otiner
significantly. First, successful completion of {hr@cess leads to public recognition and a cert#ic is not a
competitive process against t@eteria. Second, it offers an easier way to learn andhs€riteria and self-
assessment system. Beginning here may make selsmssnt using the other two steps, above, a more
effective and efficient process. Third, if usedraended Georgia Focus Recognitiooffers knowledge of how
a leadership and management system should be vievagatimize limited resources. Viewing their
organization as an inter-dependent system, orgamizd leaders identify strengths and opportunittes
improvement. Although none of the steps are a gresde for the other, completing this step is edional

and a great way to begin.
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Summary

Georgia Progress Award (Step &ydGeorgia Focus Recognition (Stepréjlect the same Core Values and Concepts
embodied in the robu§&eorgia Oglethorpe Award (Step. 3f incorporated into daily operations, #itee have the
potential to provide elements that every orgamzatiill find beneficial. Effective and efficienthg-term use of this
assessment process will enable organizational isadereate and sustain a high performance wartesyand longer-
term organizational success.

TheGeorgia Progress Award Criteriguestions are designed to address common orgamah#lements facing all
leaders. A careful response to e@niteria question helps in identifying opportunities forgrovement and improves
understanding of how to systematically address thésing this process helps leaders create sustaikelp processes
critical to organizational success and enablegudifft interdependent parts of the organizationdikwogether more
effectively and efficiently, thereby maximizing usklimited resources.

Strict confidentiality is observed at all times andkvery aspect of assessment application, revaed feedback.

Georgia Progress Award (Step 2)
Focus — Progress- Achieve

What is theGeorgia Progress Award Criteria Framew@rk

The requirements of th@eorgia Progress Award Criterisnclude an Organizational Profile and seven Caiegothe
first six categories focus on process and the gbhwategory focuses on results. The figure follgntinis section
provides the framework showing connectivity an@gnation between the Categories.

The framework includes the following basic elements
Organizational Profile

The Organizational Profile (top of figure) sets tomtext for the way an organization operates. iBmvhent, key
working relationships, and strategic challengesahhntages serve as an overarching guide forgemation’s
performance management system.

System Operations

The Criteria include questions addressing activities commonltorganizations. The system operations are congpose
of the six Categories in the center of the figina define an organization’s operations and thelte# achieves.

Leadership (Category 1), Strategic Planning (Cate@h and Customer Focus (Category 3) represerntetdership
triad. These Categories are placed together to asighthe importance of a leadership focus oneglyand customers.
Senior leaders set organizational direction an# 8gare opportunities for the organization.

Workforce Focus (Category 5), Process Managemeate(ory 6), and Results (Category 7) representethdts triad.
An organization’s workforce works in key procesgeaccomplish the work of the organization thatdseoverall
performance results.

All actions point toward Results—a composite ofdarct, customer, market and financial, and inteopedrational
performance results, including workforce, leadgyshovernance, and societal responsibility results.

The horizontal arrow in the center of the framewlarks the leadership triad to the results triatinkage critical to
organizational success. Furthermore, the arroveaids the central relationship between Leaderg&apegory 1) and
Results (Category 7). The two-headed arrows indittad importance of feedback in an effective penforce
management system.

System Foundation

Measurement, Analysis, and Knowledge Managemerieffoay 4) are critical to the effective managentdran
organization and to a fact-based, knowledge-drsyetem for improving performance and competitivenes
Measurement, analysis, and knowledge managemer asra foundation for the performance managenysters.
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Criteria Structure

The seven Criteria Categories shown in the fig@lew are subdivided into Items and Areas to Addieske body of
the Criteria.

- ltems —
Items focus on a major requirement. Item titlespamvided.

- Areas to Address —
Items consist of one or more Areas to Address (rgarganizations should address their responsie to
specific requirements of these Areas.

Note: A description of the Items and Areas to Agddrcan be found in ti2910-2011 Criteria for Performance
Excellence: Georgia Oglethorpe Award (Step8dklet. It is the same as th809-2010 Criteria for Performance
Excellence: Baldrige National Quality Progranooklet. The Baldrige booklet can be foundvatw.baldrigepe.orgby
clicking on Baldrige National Program (middle pdriar atwww.GeorgiaOglethorpe.orig the discussion pages about
the Georgia Oglethorpe Award (Step. 3)
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The Criteria Framework
A Systems Perspective

ORGANIZATIONAL PROFILE:
Environment, Relationships, and Challenges

2 5
Strategic Workforce
/ Planning Focus

7

1
Leadership ¢ 0 ¢ Results
3 6
Customer Process ﬂ
Focus Management

4
M easurement, Analysis, and K nowledge M anagement

The above framework is intended to show alignmedtiategration between ttriteria Organizational Profile
andCriteria Categories. This visual encourages leadershigeto their organization as an interdependent
system, and to recognize that results (Categosyery from well-defined and well-deployed processes
(Categories 1-6). Data and information provide@€ategory 7 should be used as evaluation inpuhpsave the
processes used in Categories 1-6.

The Importance of Continuous Learning

To fully understand the scope of tBeorgia Oglethorpe Criteria for Performance Excalte from which theGeorgia
Progress Award Criteriare derived, it is necessary for you to first ustiard the role of continuous evaluation and
improvement and learning in achieving and maintejmperformance excellence.

Although theCriteria on the following pages do not consistently askryanganization to show evidence of evaluation
and improvement cycles, it is important to note thithout such evidence in response to@nieria your organization
is limited from scoring in the higher ranges. Qrigations that apply for th@eorgia Oglethorpe Award, (Step, $fore
only in the 30% to 45% range when they demonsthadeginning stages of evaluation and improverogeies;
organizations can score in the 70% to 85% rangentey show clear evidence of refinement and impdontegration
as a result of evaluation and improvement cycles.

This means that as you respond to the processiguest Categories 1-6 of ti@eorgia Progress Award Criterjgyou
should explain your approaches, give examples wfym deploy those approaches, and provide evidehadere
you have used data and information to evaluatestapproaches and make improvements.
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GEORGIA PROGRESSAWARD CRITERIA (STEP 2)
List of Categories and Items

P Preface: Organizational Profile

P.1 Organizational Description

P.2 Organizational Situation

Categories and Items Point Values
1 Leadership 120
1.1 Senior Leadership 70

1.2 Governance and Societal Responsibilities 50
2 Strategic Planning 85
2.1 Strategy Development 40
2.2 Strategy Deployment 45
3 Customer Focus 85
3.1 Customer Engagement 40
3.2 Voice of the Customer 45
4 Measurement, Analysis, and Knowledge Management 90
4.1 Measurement, Analysis, and Improvement of
Organizational Performance 45
4.2 Management of Information, Knowledge, and
Information Technology 45
5 Workforce Focus 85
5.1 Workforce Engagement 45
5.2  Workforce Environment 40
6 Process Management 85
6.1 Work Systems 35
6.2 Work Processes 50
7 Results 450
7.1 Product Outcomes 100
7.2 Customer-Focused Outcomes 70
7.3 Financial and Market Outcomes 70
7.4 Workforce-Focused Outcomes 70
7.5 Process Effectiveness Outcomes 70
7.6 Leadership Outcomes 70
TOTAL POINTS 1,000

Note: The Scoring System used for assessment is prouid&e Georgia Oglethorpe Award (Step I3)oklet.
Familiarity with the approach to scoring may accatie benefits derived from using the assessmetpso
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Preface: Organizational Profile

For additional information about this Item, referthe Category and Item Descriptions: Prefacega@izational Profile
found in the2010-2011 Criteria for Performance Excellence: GgarOglethorpe Award (Step Bpoklet. It is the
same as th2009-2010 Criteria for Performance Excellence: Bajd National Quality Progranbooklet. The Baldrige
booklet can be found atww.baldrigepe.orgby clicking on Baldrige National Program (midgblertal) or at
www.GeorgiaOglethorpe.orig the discussion pages about @eorgia Oglethorpe Award (Step. 3)

The Importance of Beginning with the OrganizationalProfile
Your Organizational Profile is critically importabecause

* it is the most appropriate starting point forfsssessment and for documenting your findings for
feedback;

« it helps identify potential gaps in key informatiand focus on key performance requirements audtse

* itis used by the examiners and judges in revigwipplications, including the site visit, to urgtand the
organization and what is considered important @ifymnization will be assessed using @réeria
requirements in relation to an organization’s emwinent, relationships, influences, and challenggs,
presented in the Organizational Profile); and

* it also may be used by itself for an initial seffsessment. If an organization identifies topicanvhich
conflicting, little, or no information is availahlé is possible that the Organizational Profile cerve as
the complete assessment, and organizational leadergse these topics for action planning.

P Preface: Organizational Profile

TheOrganizational Profileis a snapshot of your organization, Kae influences omow you operate, and they
challenges you face.

P.1 Organizational Description: What are your key organizational characteristics?

Describe your organization’s operating environmentnd your KEY relationships with CUSTOMERS, and
STAKEHOLDERS.

Within your response, include answers to the folhgaguestions:

a. Organizational Environment
(1) What are your organization’s main product affgs? What are the delivery mechanisms used to
provide your products to yOWUSTOMERS?

(2) What are th&ey characteristics of your organizational culture?at\Vdre your stateelJRPOSE VISION,
VALUES, andmissioN? What are your organizatiort9RE COMPETENCIER

(3) What is youworkrorceprofile? What are youworkFORCEOr employee groups as@GMeENTS? What
are their education levels? What arexhe factors that motivate them to engage in accomipiish
your missioN? What are your organizationt®RkFORCEand jobbIVERSITY, organized bargaining units,
KEY benefits, and special health and safety requirésfien

(4) What are your major facilities, technologiesd &quipment?

(5) What is the regulatory environment under whjohr organization operates?
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b. Organizational Relationships
(1) What are your organizational structure andlERNANCESYstem? What are the reporting relationships
among YOUIGOVERNANCEboard,SENIOR LEADERS,and parent organization, as appropriate?

(2) What are youkeYy marketsEGMENTS, CUSTOMERJroups andSTAKEHOLDER groups, as appropriate? What
are theikey requirements and expectations for your prodyetSioMER Support services, and
operations?

(3) What are youkey types of suppliersARTNERS andcoLLABORATORS?\What role do these suppliers,
PARTNERS andCOLLABORATORS play in yourwork sysTEMsand the production and delivery of yo@r
products an@dusToMERSuUpport services? What are yegar mechanisms for communicating and
managing relationships with supplieP8RTNERS,andCOLLABORATORS? What are youkeYy supply
chain requirements?

Notes:
N1. “Product offerings” and “products” (P.1a[1]) referthe goods and services that your organizatffarwin the
marketplace. Mechanisms for product delivery toryend-use customers might be direct or throughedsal
distributors, collaborators, or channel partné8eme organizations might refer to their produceoffgs as
programs, projects, or services.

N2. “Core competencies” (P.1a[2]) refers to your oigation’s areas of greatest expertise. Your orgitn’s
core competencies are those strategically impodapdbilities that are central to fulfilling youiission or provide
an advantage in your marketplace or service ennigstt. Core competencies frequently are challenfging
competitors or suppliers and partners to imitaté @ovide a sustainable competitive advantage.

N3. Workforce or employee groups and segments (inetudrganized bargaining units) (P.1a[3]) might bedal
on the type of employment or contract reportingtiehship, location, tour of duty, work environmefatmily-
friendly policies, or other factors.

N4. Customer groups (P.1b[2]) might be based on comempectations, behaviors, preferences, or profidéthin
a group there may be customer segments basedferedifes and commonalities within the group. Yoarkats
might be subdivided into market segments basedadugt lines or features, distribution channelsihess
volume, geography, or other factors that your oizgion uses to define related market charactesisti

N5. Customer group and market segment requiremeritb[@) might include on-time delivery, low defeetkls,
safety, security, ongoing price reductions, elagraommunication, rapid response, after-salessarand
multilingual services. Stakeholder group requiretaenight include socially responsible behavior aachmunity
service.For some organizations, requirements also migbluide administrative cost reductions, at-home sewj
and rapid response to emergencies.

N6. Communication mechanisms (P.1b[3]) should be tag-and in understandable language, and they maght b
in person, via e-mail, Web-based, or by teleph&oe.many organizations, these mechanisms may ctenge
marketplace, customer, or stakeholder requiren@vasge.

N7.Customers (P.1a[1]) include the users and potent&#drs of your products. In some organizationstaruers
might include members, students, patients, taxgag#izens, recipients, clients, and beneficiariarket
segments might be referred to as constituencies.

N8. Many organizations rely heavily on volunteers to@uplish their work. These organizations shouldude
volunteers in the discussion of their workforcel@3]).

N9. For some organizations, relevant industry standgRlda[5]) might include industry-wide codes of dant
and policy guidance. The term “industry” is usedahghout the Criteria to refer to the sector in wimiyou
operate. For some organizations, this sector migghtharitable organizations, professional assooiasi and
societies, religious organizations, or governmentitees—or a subsector of one of these.

N10. For some organizations, governance and reportirdgtienships (P.1b[1]) might include relationshipsthv
major agency, foundation, or other funding sources.
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Information for Understanding All Criteria Items

For definitions of key terms presented throughbatCriteria i"SMALL CAPS/SANS SERIF see the Glossary of Key Terms
found in the 2009-2010 Malcolm Baldrig®iteria for Performance Excellend®ooklet. This booklet can be found at
www.BaldrigePE.orgclick on Baldrige National Program (middle poytat by locating th&eorgia Oglethorpe Award
(Step 3yeference at www.GeorgiaOglethorpe.org.

Frequently several questions are grouped undenomber (e.g., P.1a[3]). These questions are reltddlo not
require separate responses. These multiple quesi@ne as a guide in understanding the full mgamiithe
information being requested.

The Items in the Criteria are divided into threeugrs: thePreface which defines your organizational environment;
Categories 1-6, which define your organizatidPrecessesand Category 7, which contains ydesultsor your
organization’s processes.

Item notes serve three purposes: (1) to clarifyngeor requirements presented in an Item, (2) te gistructions and
examples for responding to the Item requirememid,(8) to indicate key linkages to other Itemsallrcases, the intent
is to help you respond to the Item requirements.

A number of Item notes include guidance specifiettain organizations. This information appearstaiics.

P.2 Organizational Situation: What is your organization’s strategic situation?

Describe your organization’s competitive environmet) your KEY STRATEGIC CHALLENGES and ADVANTAGES,
and your system forPERFORMANCE improvement.

Within your response, include answers to the folhgaguestions:

a. Competitive Environment
(1) What is your competitive position? What are rymiative size and growth in your industry or
markets served? What are the numbers and typesmdetitors for your organization?

(2) What are the principal factors that determioansuccess relative to your competitors? Whataye
KEY changes taking place that affect your competgitgation, as appropriate?

(3) What are youkey available sources of comparative and competitata com within your industry?
What are youkey available sources of comparative data frartside your industry? What
limitations, if any, are there in your ability tbtain these data?

b. Strategic Context
What are youkey business, operational, and human resosTR&TEGIC CHALLENGESANAADVANTAGES?
What are yOUKEYSTRATEGIC CHALLENGESANdADVANTAGES associated with organizatiormISTAINABILITY ?

Cc. PERFORMANCE Improvement System
What are th&ey elements of youPERFORMANCEIMprovement system, including your evaluation,
organizationalEARNING, andINNOVATION PROCESSESR

Page Limit Response to the Organizational Profile is limitedite pages. These pages are not counted jps
part of the 30-page limit response to the CategoryItem questions. Submissions should be prirted o
standard 81/2”" x 11" paper. Two-column print is@m@ged. Font size should be a fixed pitch forit2br
fewer characters per inch or proportional spacimg 6f point size 10 or larger. A typical documpnbtduced
in Times Roman 10 or 12 point font will satisfygmequirement.
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GEORGIAPROGRES#\WARDCRITERIA—- Categories and ltems

For additional information about the seven Categpand related Items which follow, refer to theg@aty and Item
Descriptions found in th2010-2011 Criteria for Performance Excellence: GgarOglethorpe Award (Step Bpoklet.
It is the same as the Baldrige National QualitygPam2009-2010 Criteria for Performance Excellertmgoklet. The
Baldrige booklet can be found wivw.baldrigepe.orgby clicking on Baldrige National Program (midglertal) or at
www.GeorgiaOglethorpe.orig the discussion pages about the Georgia Ogle¢haward (Step 3).

Notes for Categories and Items, like the ones pexvifor the Organizational Profile section abovayine found in the
more robust version of the Criteria as referendsava.

Assessment of Item Responses

Item responses are assessed by considering tlegi&item requirements, key business factors ptedean your
Organizational Profile, and the maturity of youpeapaches, breadth of their deployment, and streoigglour
improvement process and results relative to thei@g&ystem. Scoring System information may be tbiimthe more
robust version of the Criteria as reference above.

2010-2011 Criteria: Georgia Progress Award 12



1 Leadership2opts)

TheLeadershipCategory examing$ow your organization’SENIOR LEADERS'personal actions guide and sustain your
organization. Also examined are your organizati@@sERNANCESystem andhow your organization fulfills its legal,
ethical, and societal responsibilities and supptsteEY communities.

1.1 Senior Leadership:How do your senior leaders lead? (70 pts.) Process

DescribeHOW SENIOR LEADERS' actions guide and sustain your organization. Desdye HOW SENIOR LEADERS
communicate with your WORKFORCE and encourageHiGH PERFORMANCE .

Within your response, include answers to the folhgaquestions:

a. VISION, VALUES, and MISSION
(1) How do SENIOR LEADERSset organizationalisioNn andVALUES? HOW do SENIOR LEADERS DEPLOYyOUr
organization’s/IsioN andVALUES through YOUILEADERSHIP SYSTEM to thewORKFORCEand to
CUSTOMERS? HOW d0 SENIOR LEADERS personal actions reflect a commitment to the nization’s
VALUES?

(2) How dosEeNIoR LEADERSpersonally promote an organizational environmeat thsters, requires, and
results in legal angTHICAL BEHAVIOR?

(3) How do sENIOR LEADERSCreate an environment for organizatiore#FORMANCEImprovement, the
accomplishment of yoWSSION andSTRATEGIC OBJECTIVES

b. Communication and Organizational PERFORMANCE
(1) How do sENIOR LEADERSCOMMunicate with and engage the enticRKFORCE? HOW d0 SENIOR LEADERS
communicat&ey decisions?

(2) How dosENIOR LEADERScreate a focus on action to accomplish the orgdioiz’'s objectives, improve
PERFORMANCE and attain it$1sIoN? \WhatPERFORMANCEMEASURES 0 SENIOR LEADERSregularly review

to identify needed actions?

1.2 Governance and Societal Responsibilitieslow do you govern and
address your societal responsibilities®0 pts.) Process

Describe your organization’sGOVERNANCE system andAPPROACH to leadership improvement. Describeiow
your organization assures legal an@THICAL BEHAVIOR, fulfills its societal responsibilities, and suppor$ its
KEY communities.

Within your response, include answers to the folhgaquestions:

a. Organizational GOVERNANCE
(1) How does your organization review and achieve th@fahgKEY aspects of yoUBOVERNANCE
system?
« accountability for management’s actions
« fiscal accountability
« independence in internal and external audits
« protection oBTAKEHOLDER and stockholder interests, as appropriate

(2) How do you evaluate theERFORMANCEOf your SENIOR LEADERS? HOW d0 SENIOR LEADERSUSE
PERFORMANCEreviews to further their development and to imprbe¢h their personal leadership
EFFECTIVENESSand that of your board amg8ADERSHIP SYSTEM as appropriate?
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b. Legal and ETHICAL BEHAVIOR
(1) How do you address any adverse impacts on societywfgroducts and operations? What are your
KEY compliancePROCESSESMEASURES andGoALsfor achieving and surpassing regulatory and legal
requirements, as appropriate?

(2) How does your organization promote and assufeAL BEHAVIOR in all your interactionsfiow do
you monitor and respond to breachesTfcAL BEHAVIOR?

c. Societal Responsibilities and Support of KY Communities
(1) How do you consider societal well-being and benefpas of your strategy and daily operations?
How do you consider the well-being of environmentatial, and economic systems to which your
organization does or may contribute?

(2) How does your organization actively support and stifegyyourkey communitiesHow do you
identify these communities? What are ygex communities?

2 Strategic Planning s pts.).:

S o B P

The Strategic PlanningCategory examinegw your organization develosSRATEGIC OBJECTIVESANAACTION PLANS, AlSO
examined areow your choSeISTRATEGIC OBJECTIVESANdACTION PLANS areDEPLOYED and changed if circumstances require,

andHow progress is measured.

2.1 Strategy DevelopmentHow do you develop your strategy?40 pts.) Process

DescribeHow your organization establishes its strategy to ad@ss itSSTRATEGIC CHALLENGES and leverage its
STRATEGIC ADVANTAGES . Summarize your organization’skey STRATEGIC OBJECTIVES and their related GOALs.

Within your response, include answers to the folhgaquestions:

a. Strategy DevelopmenPROCESS
(1) How does your organization conduct its strategic glagthWhat are thgey PRoceEsssteps? Who are
thekey participantsHow does yourPRocEssidentify potential blind spotsi?ow do you determine
your CORE COMPETENCIESSTRATEGIC CHALLENGES,andSTRATEGIC ADVANTAGES(identified in your
Organizational Profile)? What are your short- amabjer-term planning time horizons?

(2) How do you ensure that strategic planning addressegttfactors listed belowRow do you collect
and analyze relevant data and information pertgitirthese factors as part of your strategic pranni
PROCES®
* your organization’s strengths, weaknesses, dppities, and threats

« early indications of major shifts in technologyarkets, productsusTtoMerpreferences,
competition, or the regulatory environment

« long-term organizationa&usTAINABILITY , including neededORE COMPETENCIES
« your ability to execute the strategic plan

b. STRATEGIC OBJECTIVES
(1) What are youkey STRATEGIC OBJECTIVESand your timetable for accomplishing them? Whatyang
most importantoALsfor theSesTRATEGIC OBJECTIVES

(2) How do yoursTRATEGIC OBJECTIVESAddress YOUSTRATEGIC CHALLENGESaNdSTRATEGIC ADVANTAGES?
How do yoursTRATEGIC OBJECTIVESaddress current and futureRE COMPETENCIER
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2.2 Strategy DeploymentHow do you deploy your strategy?45 pts.) Process

DescribeHow your organization converts itSSTRATEGIC OBJECTIVES into ACTION PLANS, Summarize your
Organization’s ACTION PLANS, HOW they are DEPLOYED, and KEY ACTION PLAN PERFORMANCE MEASURES Or
INDICATORS , Project your organization’s future PERFORMANCE relative to KEY comparisons on these
PERFORMANCE MEASURES Or INDICATORS ,

Within your response, include answers to the folhgaguestions:

a. ACTION PLAN Development and DEPLOYMENT
(1) How do you develop angerPLOY ACTION PLANSthroughout your organization to achieve ygey

STRATEGIC OBJECTIVE®
(2) What are youkey short- and longer-teracTION PLANS?

(3) How do you ensure that financial and other resourcesaailable to support the accomplishment of
your ACTION PLANS? HOW do you allocate these resources to support thengdéshment of the plans?

(4) Whatkey human resource @voRkFORCEplans do you have to accomplish YSORATEGIC OBJECTIVES
andACTION PLANS?

(5) What are youkeY PERFORMANCE MEASURESDY INDICATORS for tracking the achievement and
EFFECTIVENESSOf yourACTION PLANS?

\\

3 Customer Focusss pts) H

The QUSTOMERFocusCategory examinesw your organization engages @gsToMersfor long-term marketplace
success. ThiBNGAGEMENT strategy includesow your organization builds @sTomerfocused culture. Also examined is
HOW your organization listens to teiCe oF ITs cusToMERsand uses this information to improve and identify

opportunities fONNOVATION,

3.1 Customer EngagementHow do you engage customers to
serve their needs and build relationships®40 pts.) Process

DescribeHow your organization determines product offerings andmechanisms to supportUsToMERS’ use
of your products. Describe alsatow your organization builds acustomeR-focused culture.

Within your response, include answers to the folhgaquestions:

a. Product Offerings and CUSTOMER Support
(1) How do you identify product offerings to meet the riegnents and exceed the expectations of your
cusToMERgroups and markeeGMENTS(identified in your Organizational Profile}fow do you
identify product offerings to attract newstomersand provide opportunities for expanding
relationships with existingusToMERS as appropriate?

(2) Howdo you determine yowey mechanisms to support use of your products anbl@pasToMERS
to seek information and conduct their business wgili? What are yowWEY means ofUSTOMER
support, including yowey communication mechanismsf®w do you determine yoWuUSTOMERS'

KEY support requirements?
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b. Building a CUSTOMER Culture
(1) How do you create an organizational culture that exssarconsistently positivsToMERexperience
and contributes toUSTOMER ENGAGEMENT
(2) How do you build and manage relationships witRTOMERStO
e acquire NEVCUSTOMERS
« meet their requirements and exceed their expienta and
* increase theiENGAGEMENT with you?

3.2 Voice of the CustomerHow do you obtain and use information
from your customers?(45 pts.) Process

DescribeHow your organization listens to yourcustoMeRs and acquires satisfaction and dissatisfaction
information. Describe alsoHow cusTOMER information is used to improve your marketplace sacess.

Within your response, include answers to the folhgaquestions:

a. CUSTOMER Listening
(1) How do you listen t@usToMERStO obtain actionable information and to obtaindtesck on your
products and youtusToMER supportHow do you follow up withcusTomERsonN the quality of
products cusToMERsuUpport, and transactions to receive immediateaatidnable feedback?

(2) Howdo you listen to formetusTOMERS potentialcusTOMERS andcusTOMERsOf competitors to obtain
actionable information and to obtain feedback omrywroductscusToMER SUpport, and transactions,
as appropriate?

(3) How do you manageusToMER complaintsHOW does youlcUSTOMER complaint managemeRROCESS
ensure that complaints are resolved promptlyEsRECTIVELY?

b. Determination of CUSTOMER Satisfaction andENGAGEMENT
(1) Howdo you determineusToMER satisfaction anéNGAGEMENT? HOw do your measurements capture
actionable information for use in exceeding yousTOMERS' expectations and securing your
CUSTOMERS' ENGAGEMENT

(2) How do you determineusTtoMERdissatisfactionPlow do your measurements capture actionable
information for use in meeting yoapsToMERS requirements and exceeding their expectations

c. ANALYSIS and Use of WSTOMER Data
(1) How do you useusToMER market, and product offering information to idgnand anticipate&ey
cusToMERrequirements (including products and product fies)?

(2) How do you useusToMER market, and product offering information to impeanarketing and build
a morecustoMERfocused culture?

2010-2011 Criteria: Georgia Progress Award 16



4 Measurement, Analysis, and
Knowledge Management9o pts.)

TheMeasurementANALYSIS, and Knowledge Manageme@ategory examinesw your organization selects,
gathers, analyzes, manages, and improves itsiditemation, antkNOwWLEDGE AsSETsandHOW it manages its
information technology. The Category also examif®s your organization reviews and uses reviews to anpiits
PERFORMANCE

4.1 Measurement, Analysis, and Improvement of Orgdmational Performance:
How do you measure, analyze, and then improve orgaational performance?(45 pts.) Process

DescribeHow your organization measures, analyzes, reviews, atiighproves itsPERFORMANCE through the
use of data and information at all levels and in &lparts of your organization.

Within your response, include answers to the folhgaquestions:

a. PERFORMANCE Measurement
(1) How do you select, collect, and integrate data anatinétion for tracking daily operations and for
tracking overall organizationaERFORMANCE? What are youkeY organizationabERFORMANCE
MEASURES? HOW do you use these data and information to suppgerizational decision making?

(2) How do you select and ensure H#reECTIVEuse OfkEY comparative data and information to support
operational and strategic decision making?

b. PERFORMANCE ANALYSIS and Review
How do you review organizationakRFORMANCEand capabilitiesPlow do you use these reviews to assess

organizational success and progress relatis@RATEGIC OBJECTIVESANUACTION PLANS?

c. PERFORMANCE Improvement

How do you translate organizatiorrERFORMANCEreview findings into priorities for continuous
improvementHow are these priorities and opportunitiesLoYED to work groups throughout your
organization to enablFreCTIVE support for their decision making?

4.2 Management of Information, Knowledge, and Infomation Technology:
How do you manage your information, organizationaknowledge,
and information technology?(45 pts.) Process

DescribeHow your organization ensures the quality and availabity of needed data, information, software,
and hardware for your WORKFORCE and CUSTOMERS. DescribeHow your organization builds and manages its
KNOWLEDGE ASSETS,

Within your response, include answers to the folhgaquestions:

a. Data, Information, and Knowledge Management
(1) How do you ensure the following properties of yourasrgational data, information, and
knowledge?

* accuracy
* integrity and reliability

* timeliness

« security and confidentiality

(2) How do you make needed data and information availai®®do you make them accessible to your
WORKFORCEQNACUSTOMERS as appropriate?
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(3) How do you manage organizational knowledge to accanpli
« the collection and transfer @brRkFORCEKNowledge;
« the transfer of relevant knowledge from and4eToMERS
« the rapid identification and sharing of bestgbices; and
« the assembly and transfer of relevant knowlddgese in your strategic plannimrgocess.

b. Management of Information Resources and Technogy
(1) How do you ensure that hardware and software arebteliaecure, and user-friendly?

(2) In the event of an emergenepw do you ensure the continued availability of handwand software
systems and the continued availability of dataiafarmation?

5 Workforce Focusss pts.)

The WORKFORCE Focus Category examing$Ww your organization engages, manages, and devetyySvpRKFORCELO
utilize its full potential inALIGNMENT with your organization’s overallission, strategy, andcTioN PLANS. The Category
examines your ability to asse8SRKFORCE CAPABILITY andCAPACITY needs and to build\@oRKFORCEenvironment

conducive toHIGH PERFORMANCE

5.1 Workforce Engagement:How do you engage your workforce to
achieve organizational and personal succes&®s pts.) Process

DescribeHow your organization engages, compensates, and rewargour WORKFORCE to achieveHIGH
PERFORMANCE, DescribeHow members of yourworkFORCE, including leaders, are developed to achievecH
PERFORMANCE, DescribeHow you asses®ORKFORCE ENGAGEMENT and use the results to achieve higher
PERFORMANCE,

Within your response, include answers to the folhgaguestions:

a. WORKFORCE Enrichment
(1) How do you determine theey factors that affecVORKFORCEENGAGEMENT? HOW do you determine the
KEY factors that affecvorkroRCESsatisfaction™ow are these factors determined for different
WORKFORCEQroups antEGMENTS?

(2) How do you foster an organizational culture that iareloterized by open communicatiergH-
PERFORMANCE WORK and an engagedorKFORCE?

(3) How do you ensure your organizational cultoeeefits from the diverse ideas, cultures, andth@
of yOUrwORKFORCE?

(4) How does youmwORKFORCE PERFORMANCENanagement system suppifH-PERFORMANCE WORKand
WORKFORCE ENGAGEMENT
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b. WORKFORCE and Leader Development
(1) How does youreARNING and development system address the following fadtoryourwORKFORCE?

* your organization’SORE COMPETENCIESSTRATEGIC CHALLENGES and accomplishment of itsTion
PLANS

 organizationabERFORMANCEimprovement
 ethics and ethical business practices
(2) How does youreARNING and development system address the following fadty yourwoRKFORCE?
« theirLEARNING and development needs
« the transfer of knowledge from departing orrmegj workers
« the reinforcement of new knowledge and skillgtosjob
c. Assessment 0fV ORKFORCE ENGAGEMENT

(1) How do you assesgOoRKFORCE ENGAGEMEN? What assessment methods ®B&sURESdo you use to
determinewoRKFORCE ENGAGEMENTaNdWORKFORCESatisfaction?

(2) How do you use yOUVORKFORCE ENGAGEMENTaNdWORKFORCEsatisfaction assessment findings to
identify opportunities for improvement?

5.2 Workforce Environment: How do you build an effective and
supportive workforce environment? (40 pts.) Process

DescribeHow your organization managesvVORKFORCE CAPABILITY and CAPACITY to accomplish the work of
the -organization. Describetow your organization maintains a safe, secure, and pportive work climate.

Within your response, include answers to the folhgnguestions:

a. WORKFORCE CAPABILITY and CAPACITY
(1) How do you assess YOWORKFORCE CAPABILITY andCAPACITY needs, including skills, competencies,
and staffing levels?

(2) How do you recruit, hire, place, and retain new meslo¢yoOurwORKFORCE?

(3) How do you manage and organize y®@RKFORCEt0 accomplish the work of your organization,
capitalize on the organization®®RE COMPETENCIESreinforce ecustoMERand business focus, exceed
PERFORMANCEexpectations, and address yOURATEGIC CHALLENGESaNdACTION PLANS?

b. WORKFORCE Climate
(1) How do you address workplace environmental factoensure and improvweorkFORCEhealth,
safety, and security? What are y@arFORMANCE MEASURESOr each of thes@ORKFORCEneeds?

(2) How do you support yourorKFORCEvVia policies, services, and benefits?
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6 Process Managemenss pts;|-

AR, SN TR XN PO

The PROCESSManagementCategory examing$w your organization designs i&RK sYSTEMSandHow it designs,
manages, and improves K&y PROCEssESor implementing thos@oRrk sysTemsto delivercusToMeR VALUE and achieve
organizational success afgsTAINABILITY . Also examined is your readiness for emergencies.

6.1 Work Systems:How do you design your work systems35 pts.) Process

DescribeHow your organization designs itsvORK sYSTEMS and determines itskey PROCESSEsto deliver
CUSTOMER VALUE , prepare for potential emergencies, and achieve ganizational success.

Within your response, include answers to the folhgaquestions:

a. WORK SYSTEMS DESIGN
(1) How do you design your overallorK SYSTEMS?

(2) How do yourwork sYsTEMsandKEY WORK PROCESSESelate to and capitalize on yotmre
COMPETENCIES

b. KEY WORK PROCESSES
(1) What are your organizatiorkeY WORK PROCESSE3 HOW do these@ROCESSEontribute to delivering
CUSTOMER VALUE, profitability, and organizational success?

(2) How do you determingEy WORK PROCESSequirements, incorporating input framsToMERS as
appropriate? What are tkey requirements for the S®OCESSES

c. Emergency Readiness
How do you ensur@ork sysTEMand workplace preparedness for disasters or emegg?

6.2 Work ProcessesHow do you design and manage
your key organizational work processes?50 pts.) Process

DescribeHow your organization designs, implements, and managéts KEY WORK PROCESSESto deliver
CUSTOMER VALUE and achieve organizational success.

Within your response, include answers to the folhgaquestions:

a. WORK PROCESSDesign
How do you design youwoRK PROCESSE$0 meet all th&EY requirements?

b. WORK PROCESSManagement
(1) How do you implement and manage y®@RK PROCESSES0 ensure that they meet design
requirementsMow does your day-to-day operation of thesecesseensure that they mesty
PROCESSrequirementsPIOW is WORKFORCEaNdCUSTOMERINpuUt used in managing themeocEssEsas
appropriate? What are yokfy PERFORMANCE MEASURESDI INDICATORS used for the control and
improvement of yOUWORK PROCESSEB

(2) How do you control the overall costs of yOUPRK PROCESSER

c. WORK PROCESSImprovement
How do you improve youwoRK PROCESSES0 achieve betteTERFORMANCE?
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Results@so pts.)

The RESULTS Category examines your organizatioPERFORMANCEand improvement in akey areas—product
outcomesgusToMERfocused outcomes, financial and market outcomieskrForcefocused outcomesROCESS

EFFECTIVENESSOUtcomes, and leadership outcomes.

7.1

Product OutcomesWhat are your product performance results?(100 pts.) Results

7.2

Summarize your organization’skey product PERFORMANCE RESULTS, SEGMENT your RESULTS by product
offerings, CUSTOMER groups, and marketSEGMENTS, as appropriate.

Provide data and information to answer the folla\uestions:

a. ProductRESULTS
What are your curremeVveLS andTRENDS in KEY MEASURES OF INDICATORS of productPERFORMANCEthat are

important t0 YOUCUSTOMERS?

Customer-Focused Outcome$¥hat are your customer-focused

performance results? (70 pts.) Results

Summarize your organization’skey custoMER-focusedRESULTS for CUSTOMER satisfaction, dissatisfaction,
and ENGAGEMENT . SEGMENT your RESULTS by product offerings, CUSTOMER groups, and marketSEGMENTS, as

appropriate.
Provide data and information to answer the follg\uestions:

a. CUSTOMER-FocusedRESULTS
(1) What are your curren€vELS andTRENDS in KEY MEASURES Of INDICATORS of CUSTOMER satisfaction and

dissatisfaction?
(2) What are your curreneveLs andTRENDS in KEY MEASURES OF INDICATORS of CUsTOMERrelationship
building andENGAGEMENT?

7.3 Financial and Market Outcomes:What are your financial and

marketplace performance result® (70 pts.) Results

Summarize your organization’skey financial and marketplace PERFORMANCE RESULTS by market SEGMENTS
Or CUSTOMER groups as appropriate.

Provide data and information to answer the folla\uestions:

a. Financial and Market RESULTS
(1) What are your curremntVELs andTRENDS in KEY MEASURES Or INDICATORS 0Of financialPERFORMANCE

including aggregat®easures of financial return, financial viability, or budg¥y PERFORMANCE as
appropriate?
(2) What are your curremeveLs andTRENDS in KEY MEASURES Of INDICATORS of marketplac@ERFORMANCE

including market share or position, market and reaskare growth, and new markets entered, as

appropriate?
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7.4 Workforce-Focused OutcomesWhat are your workforce-focused
performance results?(70 pts.) Results

Summarize your organization’skEy WORKFORCE -focusedRESULTS for WORKFORCE ENGAGEMENT and for your
WORKFORCE environment. SEGMENT your RESULTS to address yOUrwORKFORCE groups andsEGMENTS, as
appropriate.

Provide data and information to answer the follag\uestions:

a. WORKFORCE RESULTS
(1) What are your curremeveLs andTRENDS in KEY MEASURES OF INDICATORS Of WORKFORCEENGAGEMENT

andwoRKFORCESsatisfaction?

(2) What are your currenEvELS andTRENDS in KEY MEASURES Or INDICATORS of WORKFORCEand leader
development?

(3) What are your currentveLS andTRENDS in KEY MEASURES Of WORKFORCE CAPABILITY andCAPACITY?

(4) What are your currenEVvELS andTRENDS in KEY MEASURES Qr INDICATORS Of yourWORKFORCEclimate,
includingwoRrkrorcehealth, safety, and security?

7.5 Process Effectiveness Outcomeéd/hat are your process
effectiveness results?70 pts.) Results

Summarize your organization’skey operational PERFORMANCE RESULTS that contribute to the improvement
of organizational EFFECTIVENESS, including your organization’s readiness for emergncies.SEGMENT your
RESULTS by product offerings, by cusToMER groups and marketSEGMENTS, and by PROCEssEsand locations,

as appropriate.
Provide data and information to answer the follg\uestions:

a. PROCESSEFFECTIVENESS RESULTS
(1) What are your currenkvELS andTRENDS in KEY MEASURES Or INDICATORS of the operational
PERFORMANCEOf yourwoRrk sysTems includingwork sysTemand workplace preparedness for disasters
or emergencies?

(2) What are your currenkVveLs andTRENDS in KEY MEASURES Or INDICATORS of the operational
PERFORMANCEOf yourKEY WORK PROCESSESINCludingMEASURES Of PROCESS EFFECTIVENESaNd

efficiency, as appropriate?

7.6 Leadership OutcomesWhat are your leadership results?70 pts.) Results

Summarize your organization’skEY GOVERNANCE and SENIOR LEADERSHIP RESULTS, including evidence of
strategic plan accomplishments, fiscal accountabili, legal compliance ETHICAL BEHAVIOR, societal
responsibility, and support ofKEY communities.SEGMENT your RESULTS by organizational units, as
appropriate.

Provide data and information to answer the follg\uestions:

a. Leadership and Societal Responsibility BSULTS
(1) What are youresuLTsfor KEY MEASURES Or INDICATORS of accomplishment of your organizational

strategy an@cTION PLANS?

(2) What are youkey current findings irkey MEASURES or INDICATORS of GOVERNANCE and fiscall
accountability?

(3) What are youresuLTsfor KEY MEASURES Or INDICATORS of regulatory and legal compliance?
(4) What are yourRESULTSfor KEY MEASURES OF INDICATORS Of ETHICAL BEHAVIOR?

(5) What are youresuLTsfor KEY MEASURES Or INDICATORS of your organization’s fulfillment of its
societal responsibilities and your organizationipgort of itSkEy communities?
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Important Reference Information

The2010-2011 Criteria for Performance Excellence: GgarOglethorpe Award (Step Bpoklet is a valuable aid to
understanding the Criteria for Performance Excekesnd their value to an organization. The docunsesvailable for
download atvww.GeorgiaOglethorpe.ongnderCriteria. The following key sections from tt@@eorgia Oglethorpe
Award (Step 3booklet enable greater understanding for completinglf-assessment using theorgia Progress
Award (Step 2) Criteria

Criteria Response Guidelines

Category and Item Descriptions

Core Values and Concepts

Key Characteristics of the Criteria

Glossary of Key Terms

Scoring System: Process Scoring Guidelines; ReSalising Guidelines

The2010-2011 Criteria for Performance Excellence: GgarOglethorpe Award (Step Bpoklet is the same as the
Baldrige National Quality Progra2009-2010 Criteria for Performance Excellertm@oklet. This booklet can be found
atwww.baldrigepe.orgby clicking on Baldrige National Program (midgllertal) or atvwww.GeorgiaOglethorpe.orgn
the discussion pages about the Georgia Oglethowsed\(Step 3).

What is expected dbeorgia Progress Awardpplicants?

Georgia Progress Award (Step &pplicants are expected to show significant pregyne defining key processes,
deploying systematic approaches for those proceasdsdemonstrating the beginning of a systemajicaach to
evaluation and improvement of those procesSeisefia Process Categories 1- 6). These key procességrodsice
good performance levels with some beneficial tréath in the majority of trends presented. The mimgdion should
show evidence of being in the early stages of alstgicomparative informatiorCfiteria Results Category 7).

How should the Core Values of thiteria be used?

The Criteria for Performance Excellencae built upon a set of interrelated Core Valua$ @oncepts. These values
and concepts are embedded beliefs and behaviard falthigh-performing organizations. They are thenfdation for
integrating key business requirements within altesariented framework that creates a basis faoaand feedback.

TheCore Values are: visionary leadership, customeretdrexcellence, organizational and personal legrmvialuing
workforce members and partners, agility, focustanftiture, managing for innovation, managementlay, social
responsibility, focus on results and creating vatuel systems perspective.

As an organization’s leadership team respondse€thieria questions, how its business relates to, or may tearelate
to, theCriteria Core Values should be a key consideration. These €alues can be found in tReeorgia Oglethorpe
Award (Step 3) Criteridooklet available avww.GeorgiaOglethorpe.org

What is Due to the Georgia Ogletho@#&ice from an Applicant?

Organizations seeking third-party assessment aratjnition for theGeorgia Progress Award (Step @ust complete a
self-assessment by responding to the followingiwithe Georgia Progress Award (Step 2) Critebaoklet:

Address all the questions in teganizational Profile These pages are rmiunted as part of the 30-page
limit for response to the seven Categories.

Answer all questions found in the sev@riteria categories By using charts, graphs, and matrices, you will b
able to show more information in less space, thekeleping within your 30-page limit

Initially applicants must submit a@ligibility/ Intent-to-ApplyForm and related fee by the deadline noted in that
document. ArApplication Form, Site Listings and Descriptors Fgrelated fee, and self-assessment findings are due
according to the deadline on tApplication Form AlthoughGeorgia Oglethorp@xaminers volunteer their time,
evaluation of your completed self-assessmeqtiires a fee to cover operational expenses iedwas a nonprofit
organization. AHow to Applydocument may be requested from @eorgia Oglethorpeffice at Voice Mail:
404.232.3808; Alpharetta Office: 770.889.401bffice @georgiaoglethorpe.arg
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Available atwww.GeorgiaOglethorpe.org

- Click onCriteria/ Forms for Submissioto locate
o Eligibility/ Intent to Apply Form
o Application Form
o Site Listings and Descriptors Form
- Click on theCalendarto locate
o Timetable
Available through request from ti@&@eorgia Oglethorpeffice:

How to Apply Document
Fees and Related Costs

Georgia Oglethorpéward Process, Inc.

Contact Information

Victoria Currie Taylor, Executive Director
Georgia Oglethorpe Award Process, Inc.
148 Andrew Young International Blvd., NE, Suite 225
Atlanta, Georgia 30303-1751

404.232.3808 (Voice Mail)
770.889.4011 (Alpharetta Office)

office@GeorgiaOglethorpe.org
www.GeorgiaOglethorpe.org
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