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Georgia Focus Recognition (Step 1)

Georgia Focus Recogntion (Step 1) of the Georgiat@®grpe Award Process, Inc. provides a
practical way for your organization to begin wodiwith the Georgia Oglethorpe Ciriteria for
Performance Excellencé he Criteria for Performance Excellence are tmees@riteria used to
determine recipients of the Malcolm Baldrige Na#ibQuality Award. This means whether you are in
a business, industry, government, education, hesakth or nonprofit sector organization, you can use
this Self-Assessment Tool: Georgia Focus Recogniti@ap (Bibooklet as a means for self- and third-
party assessment to improve your organization’fop@ance.

What Has Been Said About the Malcolm Baldrige
National Quality Award Process?

“| see the Baldrige process as a powerful set ofma@isms for disciplined
people engaged in disciplined thought and takirsgigiined action to create
great organizations that produce exceptional result
Jim Collins, author osood to Great: Why Some
Companies Make the Leap . . . and Others Don’t

“The most important catalyst for transforming Anoam business,” offering a
“comprehensive framework for assessing progressitdhe new paradigm
of management.”
Professor David Garvin, Harvard Business School,
speaking about the Malcolm Baldrige National Qualit
Program, after which the Georgia Oglethorpe Award i
modeled.

The publication containing the Baldrige Criteria“jgrobably the single most
influential document in the modern history of Aroan business.”
Gordon Black, Chairman and CEO of Harris/Black
International Ltd.

We appreciate the following individuals for theiosk in preparing this Self-Assessment Tool

Roosevelt Adams: U.S. Army Forces Command (ret.)
Bill Bailey: Consultant, Kensington Associates,.lrfeducator, Southern Polytechnic State Universjty
Ellen Rooney: Marketing and Public Relations Mama@eorgia Oglethorpe Award Process, Inc.
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Introduction

Congratulations on taking an important first stewdrd higher performance levels for your organati

This will help you assess how your
organization is performing when compared to therGied-ocus Recognition questions, which are based o
the Georgia Oglethorpe Criteria for Performancedligace. Thé&elf-Assessment Tdekds you and your
leadership team to identify actionable opportusif@ improvement. In today’s increasingly comipeti
environment, Georgia’s organizations need evergiptssadvantage. By using tt8elf-Assessment Tool
your leadership team begins a journey to become mmmpetitive and a stronger force in the marketpla
you serve whether local, state, national, andhtarnational.

This Self-Assessment Taslbased on the Georgia Oglethorpe (Baldrige) Gaiter Performance
Excellencewhich uses the internationally acclaimed MalcolnidBige National Quality Award Criteria as
the standard for top leadership to use in assessiegdership and management system. The National
Baldrige Award traditionally presented by the President of thetéthiStates, is the highest level of national
recognition for organizational innovation and pemfance excellence. These are the same Criterchtase
determine recipients of the Georgia Oglethorpe AW&tep 3), Georgia’s highest level of organization
recognition for performance excellence. The Goweni Georgia provides recognition, and he or his
representative presents the award at the Ge@gjethorpe Annual Awards Banquet. By completing th
Self-Assessment Togdu will move one step closer to making your orgation more effective, more
efficient, and more competitive. You will also neogloser to achieving and sustaining higher peréome
levels.

What Does My Organization Receive By Completing SRrocess?

The primary benefit of using tieelf-Assessment Tadslto provide a framework and a systematic apgroac
to identify key issues for your strategic and ahmlanning purposes, to help you prioritize, andrntake
organizational improvements. In fact, the Geof@glethorpe (Baldrige) Criteria for Performance
Excellence are frequently used for self-assessmaénith requires a smaller investment in time to ptate.
For those organizations that seek eventually tsymia more advanced self- or third-party assessameint
award, such as that of the Georgia Progress Av&tep(2) or the Georgia Oglethorpe Award (Step 3),
completing this process will lead your leadersleign to identifythe kinds of information and data required
and will provide a deeper understanding of thed@iatfor Performance Excellence.

If you submit thisSelf-Assessment Tdol Georgia Oglethorpe for third-party review, yauganization will
receive a personal visit from one or more Georgieorpe examiners. The examiner(s) will provide
insight as to what the Criteria expect both witthiaSelf-Assessment Tcahd at more advanced stages. The
examiner(s) will also provide verbal feedback onryorganization based on the Criteria. This feeHlvaill
further clarify the type of information needed twmplete an application/ assessment for the Georgia
Progress Award (Step 2) or the Georgia Oglethonward (Step 3). Third party assessments will prexad
unbiased look at your organization and will hightighose vital few opportunities to further progrésward
performance excellencéll information submitted in the Self-Assessmentdland discussed during the
examiner visit will be kept strictly confidential.

Submission of your completegkelf-Assessment Tqmlovides your organization an opportunity to be
recognized at the Georgia Oglethorpe Annual Aw&aisquet and to receive a framed certificate
documenting participation in Georgia Focus Recogmi(Step 1). This certificate, while not an awasd
recognition that your organization fully participdtin the assessment process and has taken thedjps
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toward learning and using the Criteria for PerfonceExcellence. We encourage those who have
completed the Georgia Focus Recognition (Step ajlt@nce to the Georgia Progress Award (Step @jeor
Georgia Oglethorpe Award (Step 3). Neither isen@quisite of the other, but most organizatioms ar
encouraged to complete the natural progressioreraipg upon their knowledge and experience levels i
working with the Criteria.

What is the Self-Assessment Tool?

This is based on the Georgia Oglethorpe (Baldrige) Gaiter Performance
Excellence. It consists of an Organizational Pepa Category based on the seven categories
of management activity common to all organizati(see below), a Self-Assessment Summary of Key
Findings, an Action Plan, and a Self-Analysis Wbeet (optional). To facilitate data entry, thisdment

is available as an MS Word document from our Webati www.GeorgiaOglethorpe.org undanteria;
Criteria and Assessment Options;

Seven Categories of Management Activity:

Leadership

Strategic Planning

Customer Focus

Measurement, Analysis and Knowledge Management
Workforce Focus

Process Management

Results

NoOkwNE

To submit youiSelf-Assessment Tdol third-party review by Georgia Oglethorpe exaens) first go to
www.GeorgiaOglethorpe.org und€riteria; Forms for Submissioto find and download the Intent-to-
Apply Form, Application Form, Fee schedule, and dtiable. Submit the Intent-to-Apply Form and ndie t
deadlines and required fee (based on the sizewfgrganization). Simply work through the Category
Assessment, providing a rating for each statemmhr@cording specific information for those items
designated by an asterisk. The boxes, which anaged for discussion questions, may be expanded as
needed in the Microsoft Word document. For bestlts, refer t®2010-2011 Criteria for Performance
Excellence: Georgia Oglethorpe Award (Stef8pklet on our Web site under t@eiteria tab. This
comprehensive reference provides much helpful métion such as a glossary of key terms and
explanations of each Criteria Category and Iteree gage 34 for additional information on submissibn
the Self-Assessment Tool.

This Self-Assessment Tasluseful for all organizations, including: largepall or sub-unit; for-profit or
nonprofit; or from the business, industry, governimeducation, healthcare, or nonprofit sectorrotigh a
careful response to each statement in$leid-Assessment Tool, Georgia Focus Recogni8tep 1)pooklet,
you will gain insight into key operational issuegical to your organization’s success. The staets have
been designed to address common elements thatdBils, managers, and organizations face. Yodimdll
this an easy-to-use guide that addresses a breathsm of your organization’s activities.

Nearly eighty countries and forty-four U.S. stdtese or are establishing similar programs to thodfered
by Georgia Oglethorpe Award Process, Inc. — allased on the Malcolm Baldrige National Quality
Award’s Criteria for Performance Excellenc@eorgia organizations that learn and use theger@ras a
roadmap toward higher performance levels show ogmt improvement and contribute to the economic
development and competitive position of our state.

2



Core Values and Concepts of the Criteria

The Criteria are built on a set of Core Values @odcepts, embedded beliefs and behaviors chaistatet
high-performing organizations. Core Values andcepts are the foundation for both Georgia Ogletborp
Criteria for Performance Excellence and tB&f-Assessment TodBefore beginning th8elf-Assessment
Tool, we recommend that you note in the space provigdaivhow these Core Values and Concepts are
observed and demonstrated throughout your orgamizatt will also be useful as you work througte th
Category Assessment to note examples of thesessqut¢hrough your organizational policies and prast

CRITERIA CORE VALUES AND CONCEPTS

VISIONARY LEADERSHIP

An organization’ssenior leadershould set
directions and create a customer focus, clegr
and visible values, and high expectations.
Leadership is responsible for the
organization’s legal and ethical behavior. The
directions, values and expectations should
balance the needs of all your stakeholders.

CUSTOMER-DRIVEN EXCELLENCE
Customers are the final judges of an
organization’s performance and quality.
Organizations must anticipate and meet their
internal and external customer needs, now jand
in the future.

ORGANIZATIONAL AND PERSONALLEARNING
Achieving the highest levels of performance
requires a well-executeabproachto both
organizational and personal learning.
Organizational and persorahrningis a
goal of visionary leaders.

VALUING WORKFORCEMEMBERS/PARTNERS
Organizations can only be successful if they
make a commitment to ensure their work
force is diverse, continuously trained, multi
skilled, adaptable and empowered. External
partnering with customers, suppliers and other
organizations fosters continued growth and
success.

AGILITY
Success in the global marketplace demands
agility — a capacity for rapid change and
flexibility. Organizations must also
continuously reduceycle time which is the
amount of time it takes to complete a task ¢
function.
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FOCUS ON THEFUTURE
Pursuit of sustainable growth and market

leadership requires a strong future orientation

and a willingness to make long-term
commitments tdeystakeholders — your
customers, employees, suppliers,
stockholders, the public, and your
community.

MANAGING FOR INNOVATION

Innovation is making meaningful change to
improve an organization’s products, service
and processes and create naluefor the
organization’s stakeholders. Innovation
should focus on leading your organization t
new dimensions of performance.

S,

(@]

MANAGEMENT BY FACT

Facts and data are critical to sound plannin
and quality operations. To ensure #itective
use of facts and data, every organization m
put systems in place to collect and analyze
relevant, accurate and timely data.

g

ust

SOCIETAL RESPONSIBILITY

Leaders should be committed to societal

respon5|b|I|ty which includes —
responsibilities to the publi@rotection
of public health, safety, and environme
ethical behaviom all transactions with
monitoring by its governance body
good citizenshipteadership and support
of publicly important purposes

Focus ONRESULTS ANDCREATING VALUE
An organization’s performance measureme
need to focus on key resultResultsshould
be should be used to create and balaabtee
for your stakeholders — customers, your
workforce, stockholders, suppliers and
partners, the public, and the community.

nts

SYSTEMSPERSPECTIVE

Managing your organization with all its
components and key processes to achieve
success. This concept requires synthesis,
alignment, and integration. This is illustrate
in the following diagram and text below it.
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The Criteria for Performance Excellence:
A Systems Perspective

ORGANIZATIONAL PROFILE:
Environment, Relationships, and Challenges

W

5.
Workforce
Focus

6.
Process
Management

4.
Measurement, Analysis, and Knowledge Management

The Criteria for Performance Excellence  provide a systems perspective for
managing your organization and its key processes to achieve performance excellence.
The core values and seven categories form the system structure while successful
management of overall performance requires synthesis, alignment, and integration.

The overarching organizational profile sets the context for the way your organization
operates. The system operations are composed of the six categories, which are
organized into the leadership triad (Categories 1, 2, 3) and the results triad
(Categories 5, 6, 7). All actions point toward results, both internal and external.
Category 4 -- Measurement, Analysis, and Knowledge Management -- serves a
foundation for the performance management system as it provides facts and
knowledge to improve performance and competitiveness.

Synthesis means looking at your organization as a whole and focusing on what is
important to the whole enterprise. Alignment refers to consistency at all
organizational levels of plans, processes, information, resource decisions, actions,
results, analysis, and learning to support key organization-wide goals. Integration
means that the different components of your performance management system are
interconnected and harmonized to produce seamless operations.




Georgia Focus Recognition Self-Assessment Tool

Organizational Profile

The Organizational Profile is a snapshot of yograoization, the key influences on how you operate, the
key challenges your organization faces. Your rasps here become what Georgia Oglethorpe examiners
refer to as the “key factors” that define the umigunaracteristic of your organization. These leeydrs are
necessary for completing a customized assessmgotiobrganization. (Note: If you have answered
questions in the comprehensive Organizational Rrofbm the Criteria for Performance Excellencepfgeéa
Oglethorpe Award (Step 3), please place those mqussand your responses here and disregard this
condensed version of questions for the OrganizatiBrofile.)

Part 1. Organizational Description
Describe your organization’s business environmadtyour key relationships with customers, suppliers
and other partners.

a. Organizational Environment

1. | Name of organization:

2. | Contact person & phone number:

3. | What are your main products and services?

4 | How are these delivered to customers?

5. | What are your stated purpose, vision, mission,\ahges?

6. | What are your organization’s core competenciestheid relationship to your mission?

7. | Describe your workforce profile:

a) Educational levels:

b) Workforce and job diversity:

c) Contract employees:




d) Organized bargaining units:

e) Special health, safety, or security requirestent

What are your major facilities, technologies, agdipment?

What is the regulatory environment in your indugtry

Organizational Relationships

What are your organizational structure and govereaystems?

What are the reporting relationships among youregoance board, senior leaders, and pare
organization, as appropriate?

What are your key customer groups and market setgmen

What are your key customer requirements for pradant services?

What are your most important types of supplierstriiutors, and partners?

What are your most important supplier requirements?

What are your key customer and supplier partnenetegionships?




Part 2. Organizational Situation
Describe your organization’s competitive environimgour key strategic challenges and advantages, an
your system for performance improvement.

a. Competitive Environment

1. | What is your competitive position?

a) Your size:

b) Growth in the industry or markets served:

¢) Numbers of competitors:

d) Types of competitors:

2. | Consider your primary competitors and how your oigation differentiates from them:

a) What are the principal factors that determioerysuccess relative to your competitors?

b) What are any significant changes taking plae¢ ¢ould affect your organization’s
competitive position?

b. Strategic Challenges

1. | What are your key strategic challenges?

a) Business:

b) Operational:

¢) Human Resource:




c. Performance Improvement System

1. | How do you maintain an organizational focus ongenfince improvement?

2. | What is your approach to systematic evaluationiamtovement of key processes?

3. | What is your approach to organizational learning simaring?




Category Assessment

Process Categories

Six-Point Rating Scale for Process Categories Bto

The following pages contain statements for Categoli6 for use in assessing your organization's key

processes. Each Category relates to the Geordaogoe (Baldrige) Criteria for Performance Exertie

and includes a next level of statements calleddteRor each Category and Item, read each stateandnt
ask yourself;To what extent is this statement true for my organzation?" Then select the rating that

most closely represents your views based on tiggratale below. Record the rating from 0 to e box
beside each statement. The statements with &steeiquire additional explanation if your answegrisater
than 0. Keep in mind thieey factorsthat you identified in the Organizational Profile.

The generic description of tirocess Rating Scalés shown below, as well as at the start of easm It
To facilitate rating each item, keep this page lyanbile you complete Categories 1 to 6.

O-Never or Rarely There are few, if any, examples where this is tame, we have no
plans or approach to address this issue.

1-Slightly There are few, if any, examples where this is toue an approach is
being developed.

2-Somewhat An approach has been developed, but deploymemitet.. There are
increasing numbers of examples of this being adegsand we are
enthusiastic about further developments.

3-Substantially A systematic approach is in place although noyfdéployed. The
issue is increasingly being addressed. The metloodietermining
effectiveness have not yet been fully evaluatelde dctivities in this
area are aligned but not always integrated.

4-Strongly A systematic approach has been fully deployedirtéthods are now
evaluated, and we increasingly look for furtherelepment,
adaptation, and knowledge sharing. We have manhisant
progress towards addressing this issue and havg examples. Our
organization increasingly sees this as “part ofjtfs8. The activities
in this area are usually, though not always, irdtsgt.

5-Always We have defined a systematic approach and incagooatinuous
evaluation, improvement, and knowledge sharinge dgtivities in
this area are fully deployed and fully integratéithis is essential to
what we do, and we believe we do it well.

ADLI for Evaluating Process Categories 1 to 6

"Process" refers to the methods your organizatgas @and improves to address the Item requirements i
Categories 1-6. The four factors used to evalpaieesses ar&pproachDeploymentL earning, and
Integration o ADLI (pronounced @ad-l >). For more information on ADLI, please refer2010-2011
Criteria for Performance Excellence: Georgia Ogletpe (Step 3booklet under Scoring System, Process.
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Category 1: Leadership

TheLeadership Category examines how your organization's sepidérs’ personal actions guide and
sustain your organization. Also examined are ywganization's governance system and how your
organization fulfills its legal, ethical, and sdekeresponsibilities and supports its key commaesiti

Item 1.1 Senior Leadership
Describe how senior leaders’ actions guide ancagugbur organization. Describe how senior leaders
communicate with your workforce and encourage IpigHiormance.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subsédly, Rating
4-Strongly, 5-Always

1. | We have clearly defined our organization’s stemin and long-term directions.

2.* | We have clearly defined our organization’s eafbeliefs and principles that
influence our organization).

3. | Our vision, mission and values have been comeateu to all employees.

4. | We have clearly defined our organization’s perfance expectations.

5.* | Senior leaders take specific actions to reicgadirections, expectations, and
values.

6. | We have established a system for senior leaigeisineceive and consider input
from the entire workforce.

7. | We have established a system to gather perfaendata.

8.* | We regularly review organizational performance.

9. | We regularly review the leadership system inaganization.

If you rated statement 2 as greater than 0, list yoganization’s values.

If you rated statement 5 as greater than 0, bradlcribe your reinforcement concept and give
examples.

If you rated statement 8 as greater than 0, brahlcribe your organizational review system.

11



Iltem 1.2 Governance and Societal Responsibilities

Describe your organization's governance systermappdbach to leadership improvement. Describe how
your organization assures legal and ethical behafulills its societal responsibilities, and supfs its key
communities.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subs#dly, Rating
4-Strongly, 5-Always

1. | Our organization has been cited for violatiomegfulatory, legal or ethical
guidelines.

2. | We have an approach for anticipating public/taguy concerns.

3. | We ensure ethical behavior in all stakeholdtractions.

4.* | Our organization contributes to the supporoofl communities.(Data needed
for Item 7.6.)

5. | We have a plan covering our community support.

6.* | We have measures/indicators showing levelseofgpmance in community
responsibility/citizenshigiData needed for Item 7.6.)

7. | We have a system to evaluate the individualcatiéctive performance of our
senior leaders and governance board.

8.* | Our organization has systems to reduce envisortal impacts through the use |of
“green” technology, resource-conserving activit@mspther means.

If you rated statement 4 as greater than 0, citeraéexamples of how your senior leadership
team and your employees actively support commuaiftyts.

If you rated statement 6 as greater than 0, list yoeasures/indicators of community
responsibility/citizenship.

If you rated statement 8 as greater than 0, gieengkes of how your organization reduces its
environmental impact.

12



Category 2: Strategic Planning

The Strategic Planning Category examines how your organization develtasegjic objectives and action
plans. Also examined are how your chosen stratgctives and action plans are deployed and @uhiig
circumstances require, and how progress is measured

Iltem 2.1 Strategy Development
Describe how your organization establishes itdesgsato address its strategic challenges and lgeata
advantages. Summarize your organization's ketegiaobjectives and their related goals.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Substdly, Rating
4-Strongly, 5-Always

1.* | We use a formal process to periodically setdinategic direction for our
organization.

2.* | We have established our organization’s sharxtécurrent planning period)
strategic objectives.

[72)

3. | We have established our organization’s long-t&+h years) strategic objective

4. | We consider the following factors in our stratgglanning process:

a) Customer and market requirements

b) Our competitive environment

c) Technological and other key innovations

d) Our strengths and weaknesses including workforgeirements

e) Our core competencies

f) Financial, societal, ethical, regulatory and ottisks

g) Changes in the national or global economy

h) Our supplier/partner capabilities

1) Long-term organizational sustainability

If you rated statement 1 as greater than O, braglscribe your process for setting strategic
direction.

If you rated statement 2 as greater than 0, list yoganization’s key strategic objectives for the
current planning period.

13



Item 2.2 Strategy Deployment

Describe how your organization converts its striategjectives into action plans. Summarize your
organization's action plans, how they are deploged, key action plan performance measures or italica
Project your organization's future performancetnetato key comparisons on these performance messur
indicators.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subs#dly, Rating
4-Strongly, 5-Always

1.* | We have short-term (current planning period)acplans.

2.* | We have long-term (2-5 years) action plans.

3. | We develop our workforce action plan as padwforganization’s strategic plan.

4. | We allocate resources to our action plans.

5.* | We have established performance measuresdokitrg progress on our action
plans.(Data needed for Item 7.6.)

6.* | We have communicated our objectives, actiom@land measurements to all
employees, key suppliers and partners, as apptepria

7. | We have compared our projected future performamour past performance, ta
competitors, or to comparable organizations to eneur performance will
improve or maintain our competitive advantad@ata needed for Item 7.6.)

If you rated statements 1, 2, and 5 as greater@hhst below your short-term and long-term
action plans along with their key measures.

Short-term Action Plans Key Measures

Long-term Action Plans Key Measures

If you rated statement 6 as greater than 0, explam your action plans are deployed.
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Category 3: Customer Focus

The Customer FocusCategory examines how your organization engagesugtomers for long-term
marketplace success. This engagement strategydesxhow your organization builds a customer-foduse
culture. This Category also examines how your migdion listens to th¥oice of its Customemnd uses
this information to improve and identify opportued for innovation.

Item 3.1 Customer Engagement
Describe how your organization determines prodtferiogs and mechanisms to support customers’ tise o
your products. Describe also how your organizalioitds a customer-focused culture.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Substdly, Rating
4-Strongly, 5-Always

1. | We have segmented our customers into groups.

2. | We identify product offerings to meet requirertsenf various customer groups.
(Data needed for Item 7.1.)

3. | We provide adequate access for customers taisiadss with us.

4.* | We have a proactive customer support prograciuding key communication
mechanisms.

5.* | We are building a customer-focused culturertsuge positive customer
experiences and to promote customer engagelfizata needed for Item 7.2.)

6. | We regularly review our customer relationshifpe$ to ensure that they meet
current business needs and directions.

If you rated statement 4 as greater than 0, bradlcribe your customer support program.

If you rated statement 5 as greater than 0, bradlscribe your methods to build customer
engagement.

Tt Customer engagemenmefers to your customers’ investment in your brand product offerings.
Characteristics of customer engagement includeomestretention and loyalty, customers’ willingnéss
make an effort to do business—and to increase esstrwith your organization, and customers’
willingness to actively advocate for and recommgodr brand and product offerings.
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Item 3.2 Voice of the Customer
Describe how your organization listens to your cosdrs and acquires satisfaction and dissatisfaction
information. Describe also how customer informaii® used to improve your marketplace success.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subsédly, Rating
4-Strongly, 5-Always

1.* | We have identified methods to listen to ourreat and former customers to
obtain feedback on our products and our custongret

2. | We follow up with customers in recent transawdito receive prompt feedback.
(Data needed for Item 7.2.)

3.* | We have a complaint-management process to eribat customer complaints are
resolved promptly and effectively.

4.* | We have a system to collect indicators of costpsatisfaction and
dissatisfaction.

5. | We have customer satisfaction data for our camape or other benchmarks so
we can compare our performance.

6.* | We have a process for using the informationolvtain from customers to design
or adjust key product featurefData needed for Item 7.1.)

7. | We determine the relative importance of custoraquirements to their
purchasing decisions.

If you rated statement 1 as greater than 0, bralcribe your customer listening methods.

If you rated statement 3 as greater than 0, bracribe your complaint management process.

If you rated statement 4 as greater than O, listvbéhe indicators used to monitor customer
satisfaction and dissatisfaction:

Key Customer Group Satisfaction Measure Dissatistaion Measure

If you rated statement 6 as greater than 0, bradlcribe your process to incorporate customer
feedback into process design.
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Category 4: Measurement, Analysis, and Knowledgerndgement

The Measurement, Analysis, and Knowledge Managemer@ategory examines how your organization
selects, gathers, analyzes, manages, and impisvagta, information, and knowledge assets andihow
manages its information technology. The Categtsy examines how your organization reviews and uses

reviews to improve its performance.

Item 4.1 Measurement, Analysis, and Improvement oDrganizational Performance

Describe how your organization measures, analyeggws, and improves its performance through ge u

of data and information at all levels and in alttpaf your organization.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subs#dly,
4-Strongly, 5-Always

Rating

1=

We have measures or indicators to monitor @illydperations and overall
organizational performancéDaily operations data needed for Items 7.3 and 1
Measures should be relevant to processes descimbiéeins 6.1 and 6.2. Overa
organizational performance data needed for Item)7.6

y

5

2%

We have competitive and comparative data farkay performance areas.

We have a systematic process for obtaining ctitiygeor comparative
information and data.

We have a process for updating our performaregsorement system to meet
changing requirements and technologies.

5.*

We perform analyses to support organizatiomafggmance reviews.

If you rated statement 1 as greater than 0, ideh#@fow your short-term and long-term
organizational measures.

Measures Short-term Long-term

If you rated statement 2 as greater than 0, lessthurce of the competitive and comparative d
for each action plan.

ata

If you rated statement 5 as greater than 0, nameghcific analyses performed for senior
management review of organizational performance.
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Iltem 4.2 Management of Information, Knowledge, andnformation Technology

Describe how your organization ensures the quality availability of needed data, information, saiitey
and hardware for your workforce, suppliers, padneollaborators, and customers. Describe how your
organization builds and manages its knowledge sisset

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subs#dly, Rating
4-Strongly, 5-Always

1.* | We have adequate approaches for data accdégsibilvorkforce, suppliers,
partners, and customers, as appropriate.

2. | We have a system to keep hardware/softwarebte)iaecure and user friendly.

3.* | We have a system to collect, share and tramsfgnizational knowledge.

4.* | We have processes that ensure the integniheliness, reliability, security,
accuracy and confidentiality of organizational datéormation and knowledge.

If you rated statement 1 as greater than 0, bradcribe your approaches that provide data
access.

M
(72}

If you rated statement 3 as greater than 0, praadexample of the system that collects, shar
and transfers organizational knowledge.

If you rated statement 4 as greater than 0, bradlcribe your processes that ensure the integrity,
timeliness, reliability, security, accuracy and ftdentiality of organizational data, information
and knowledge.

18



Category 5: Workforce Focus

TheWorkforce FocusCategory examines how your organization engagasages, and develops your
workforce to utilize its full potential in alignmewith your organization’s overall mission, stragegnd
action plans. The Category examines your orgapizatability to assess workforce capability angaeity
needs and to build a workforce environment condutivhigh performance.

Iltem 5.1 Workforce Engagement t

Describe how your organization engages, compensatdsewards your workforce to achieve high
performance. Describe how members of your worlkdfpirecluding leaders, are developed to achieve high
performance. Describe how you assess workforcagargent and use the results to improve performance.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subsdly, Rating
4-Strongly, 5-Always

1. | We have a process to determine key factorsafifett workforce engagement and
satisfaction.

2.* | Our organizational culture is characterizedpgn communication, high-
performance work, and an engaged workforce.

3. | We have a formal recognition and reward syst@nofir employees and
management to support high performance work.

4.* | We have a learning and development systemudoemployees.

5.* | We measure the effectiveness of our learnirgdavelopment system@®ata
needed for Iltem 7.4.)

19%)
=
(7]

If you rated statement 2 as greater than 0, bralcribe how your organizational culture fost
open communication, high performance work, andregaged workforce.

If you rated statement 4 as greater than 0, braglcribe the major facets of your learning and
development system.

=

If you rated statement 5 as greater than 0, lisvbéhe measures/indicators you use to monito
the effectiveness of your learning and developrsgstem.

Measure/Indicator Comparisons Used
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T Workforce engagementefers to the extent of workforce commitment, betmotional and intellectual, to
accomplishing the work, mission, and vision of thganization. Characteristics of workforce engageim
include high-performing work environments in whigbople are motivated to do

their utmost for the benefit of their customers &rdhe success of the organization. Key factors
contributing to engagement include training aneteadevelopment, effective recognition and reward
systems, equal opportunity and fair treatment,fandly friendliness.

Item 5.2 Workforce Environment
Describe how your organization manages workforgabaity and capacity to accomplish the work of the
organization. Describe how your organization nmeiimtd a safe, secure, and supportive work climate.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subsédly, Rating
4-Strongly, 5-Always

1. | We have a process to assess our workforce diypalid capacity needs,
including skills, competencies, and staffing levels

2. | We have effective employee recruiting and hiapgroaches.

3. | We organize and manage our workforce to accamplur strategic challenges
and action plans. (Reference ltem 2.2.3)

4.* | We prepare our workforce for changing capapgihd capacity needs including
minimizing the impact of workforce reductions, liety become necessary.

5. | We have workplace health, safety, and securdgnams.

6.* | We collect data to measure the effectiveneshede programgData needed for
Item 7.4.)

If you rated statement 4 as greater than 0, bracribe your process.

If you rated statement 6 as greater than O, lisvbéhe measures you monitor for workplace
health, safety, and security improvement.

Health Measures Safety Measures Security Measures
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Category 6: Process Management

TheProcess ManagemenCategory examines how your organization designsaik systems and how it
designs, manages, and improves its key processasgtementing those work systems to deliver cugiom
value and achieve organizational success and sabthbiy. The Category also examines your readiries
emergencies.

Iltem 6.1 Work Systems
Describe how your organization designs its workesys and determines key processes to deliver cestom
value, prepare for potential emergencies, and aelogganizational success and sustainability.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subsédly, Rating
4-Strongly, 5-Always

1.* | We have a standard process for designing apdawing work systems.

2. | Our key work systems and work process relatitacore competencies.

3.* | We have identified our key work processes.

4.* | We have identified requirements for our key kprocesses.

5. | We have a disaster and emergency preparedrsssnsy

If you rated statement 1 as greater than 0, bradlcribe your process for designing and
improving work systems.

If you rated statements 3 and 4 as greater thhst 8ome of your key work processes and thejr
requirements.

Work Processes Requirements
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Item 6.2 Work Processes
Describe how your organization designs, implemenenages, and improves its key work processes to
deliver customer value and achieve organizatiomet¢ess and sustainability.

Rating scale:0-Never or Rarely, 1-Slightly, 2-Somewhat, 3-Subsdly, Rating
4-Strongly, 5-Always

1.* | We designed our work processes to meet alldpegyrational requirements.

2.* | We measure the performance of our key work ggees(Data needed for Item
7.5))

3.* | We periodically review the performance of ounnw processes to improve them
and to keep our processes current with our busimesds and directionfData
needed for Item 7.5.)

If you rated statement 1 as greater than 0, list key work processes.

If you rated statement 2 as greater than O, lisvbéhe measures associated with several work
processes:

Work Processes Measures

If you rated statement 3 as greater than 0, bralscribe the review process.
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Results Categories

Six-Point Rating Scale for Results Category 7

The following pages contain statements for Cateddigr use in assessing your organization's keyltses
Note that these descriptors are different fromehafsthe Process rating scale used for Categdnyaliggh
Category 6. After you read each statement in €athgory 7 Itemestimate the quantity and quality of
your results data for the Item. Select the rating that most closely representis y@ws based on the rating
scale below. Record the rating from 0 to 5 inlib& beside each statement. Additional informatsn i

requested for statements marked with an asterisk.

The description of thResults Rating Scales shown below, as well as at the start of eaah.lt&o

facilitate rating each Item, keep this page hantifesyou complete Category 7.

0-None or poor

No results or poor results are reported in mosillaf these areas.

1-Very little No results are reported for many to most aredspadth there may
be some improving or good results.
2-Some Results are reported in many areas, and they aeray

improving or good.

3-Substantial

Results are reported in m@seas, and they are generally
improving or good.

4-Strong Results are reported in many areas, and they aeraly good to
excellent.
5-Excellent Results are reported in most areas, and they dgnenaw

excellent improvement or sustained excellent paréorce.

LeTClI for Evaluating Results Category 7

"Results"” refer to your organization's outputs anttomes in achieving the requirements stated in
Categories 1 to 6 and reported in Category 7. fdtwefactors used to evaluate results are perfocman
Levels, Trends,Comparisons, anthtegration oiL,eTCI (pronounced $et-see>). For more information on
LeTCl, please refer to ti2010-2011 Criteria for Performance Excellence: GgarOglethorpe (Step 3)

booklet section on Scoring System, Results.
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Category 7: Results

TheResultsCategory examines your organization's performamceimprovement in all key areas
product outcomes, customer-focused outcomes, fiabaed market outcomes, workforce-focused
outcomes, process-effectiveness outcomes, andrgap®utcomes. Performance levels are examined
relative to those of competitors and other orgdiona with similar product offerings.

Item 7.1 Product Outcomes

Summarize your organization’s key product perforogaresults. Segment your results by product offgstin
customer groups, and market segments, as appegdnatude appropriate comparative data. Review yo
responses to Item 3.1.2 and Iltem 3.2.6. Produattsaeported in this Item 7.1 should relate tokbg
product features identified as customer requiresbased on information gathered in Items 3.1 ad 3.

Rating scale:0-None or poor, 1-Very little, 2-Some, 3-Substdn#daStrong, Rating
5-Excellent

1.* | We have historical data for our product meastioeestablish trends.

2.* | We have comparative data showing our produdbp@ance compared to our
competitors, industry standards, and/or benchmarks.

If you have product measures/indicators, list thtow with their current performance levels.

If you rated statement 1 as greater than O, pravete results from the previous three or more
reporting periods for your product results.

If you rated statement 2 as greater than 0, lesttirrent comparative data for your product
results.
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Item 7.2 Customer-Focused Outcomes

Summarize your organization’s key customer-focussdlts for customer satisfaction, dissatisfactaom
engagement. Segment your results by product offericustomer groups, and market segments as
appropriate. Include appropriate comparative d&eview your responses to Item 3.1.5 and ltemIB.this
Item 7.2, you will report your results in measuiredicators of customer focus.

Rating scale:0-None or poor, 1-Very little, 2-Some, 3-Substdn#aStrong, Rating
5-Excellent

1.* | We have historical data for our customer-foclisaasures to establish trends.

2.* | We have comparative data showing our custoroeuded performance compared
to our competitors, industry standards, and/or berarks.

If you have measures/indicators from Item 3.1 ai2di8t them below with their current
performance levels.

If you rated statement 1 as greater than 0O, pravetel results from the previous three or more
reporting periods for your customer-focused results

If you rated statement 2 as greater than 0, lesctirrent comparative data for your customer-
focused results.

25



Item 7.3 Financial and Market Outcomes

Summarize your organization’s key financial and kegglace performance results by market segments or
customer groups, as appropriate. Include appr@pc@atnparative data. In this Iltem 7.3, you willogpyour
results in measures/indicators relating to anyrfaia measures in Item 4.1.1 and financial managéme
approaches described in Item 2.2.

Rating scale:0-None or poor, 1-Very little, 2-Some, 3-Substdn#aStrong, Rating
5-Excellent

1.* | We have historical data for our financial maasuto establish trends.

2.* | We have historical data for our marketplace suees to establish trends.

3.* | We have comparative data showing our finangp@formance compared to our
competitors, industry standards, and/or benchmarks.

4.* | We have comparative data showing our markegppsrformance compared to
our competitors, industry standards, and/or bencksna

If you have financial and marketplace measurestatdrs, list them below with their current
performance levels.

D

If you rated statement 1 and/or 2 as greater thand®ide trend results from the previous threg
or more reporting periods for your key financiatlanarketplace results.

If you rated statement 3 and/or 4 as greater th#iat@he current comparative data for your
financial and marketplace results.
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Item 7.4 Workforce-Focused Outcomes

Summarize your organization’s key workforce-focuseslilts for workforce engagement and for workforce
environment. Segment your results to addressitteesity of your workforce and to address your worke
groups and segments as appropriate. Include apgt®pomparative data.

Review your response to Item 5.1.5 and Item 5.mh@ghis Item 7.4 you will report the actual resuitf the
measurement/indicators you described in Categorydur results should be responsive to key worlcess
needs described in Category 6 and to your orgaaiZataction plans and workforce plans describeltem
2.2.

Rating scale:0-None or poor, 1-Very little, 2-Some, 3-Substdn#daStrong, Rating
5-Excellent

1.* | We have historical data for our workforce maasuo establish trends.

2.* | We have comparative data showing our workfqredormance compared to our
competitors, industry standards and/or benchmarks.

If you have measurements/indicators from the ItenSategory 5, list them below with their
current level of performance.

If you rated statement 1 as greater than 0O, pravetel results from the previous three or more
reporting periods for your workforce results.

If you rated statement 2 as greater than 0, lesctirrent comparative data for your workforce
results.
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Item 7.5 Process Effectiveness Outcomes

Summarize your organization’s key operational pennce results that contribute to the improvemént o
organizational effectiveness, including your orgation’s readiness for emergencies. Segment ysults
by product offerings, by customer groups and maskginents, and by processes and locations, as
appropriate. Include appropriate comparative data.

Review your responses to Iltem 4.1.1, ltem 4.1€n16.2.2 and Item 6.2.3. In Item 7.5 you will repmur
results for any of the measure/indicators fromltems or above statements that have not been gyio
reported.

Rating scale:0-None or poor, 1-Very little, 2-Some, 3-Substdn#daStrong, Rating
5-Excellent

1.* | We have historical data for process effectigsnmeasures to establish trends.

2.* | We have comparative data showing our procdestefeness performance
compared to our competitors, industry standard¥/oartbenchmarks.

If you have process effectiveness measurementsétods that have not been reported in item
7.1 to 7.4, list them with their current level adrformance.

A

If you rated statement 1 as greater than 0O, pravetel results from the previous three or more
reporting periods for your process effectivenessilts.

If you rated statement 2 as greater than 0, lestctirrent comparative data for your process
effectiveness results.

28



Iltem 7.6 Leadership Outcomes

Summarize your organization’s key governance antséeadership results, including evidence oftstyec
plan accomplishments, fiscal accountability, legahpliance, ethical behavior, societal responsyhiand
support of key communities. Segment your resuyiteriganizational units, as appropriate. Include
appropriate comparative data.

Review your responses to ltem 1.2.4, ltem 1.2én1R.2.5, Iltem 2.2.7, and Item 4.1.1. In the dis@an
below, note which specific Process items are refaé.

Rating scale:0-None or poor, 1-Very little, 2-Some, 3-SubstdndaStrong, Rating
5-Excellent

1.* | We have historical data for our leadership lsstio establish trends. (See Items
referenced above for various types of leaderstuplte)

2.* | We have comparative data showing our leadensérformance compared to ouf
competitors, industry standards, and/or benchmarks.

If you have measurements/indicators on the aspétesdership named in any above items, list
them with their current performance levels.

If you rated statement 1 as greater than 0O, pravetel results from the previous three or more
reporting periods for your leadership results.

If you rated statement 2 as greater than 0, lesctirrent comparative data for your leadership
results.
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Self-Assessment Findings and Key Learnings

Your organization’s top leader should complete fimal section in order to summarize what you have
learned about your organization. After completypogr self-assessment, summairimelings about your
organization in the following areas. (See alsodptonalSelf-Analysis Worksheeh pages 32-33.)

Self-Assessment Summary of Key Findings

STRENGTHS

OPPORTUNITIES FOR
| MPROVEMENT

COMPETITIVE ADVANTAGES

CHALLENGES TO YOUR BUSINESS
SUCCESS
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Action Plan

Action Plan (required) and Self-Analysis Workshee{optional)

Prepare an Action Plan (no more than five pageayitivess your self-assessment findings. The twio-pa
Action Plan should explain how your organizatiolealders intend to improve your business based an yo
self-assessment. Both Part 1 and Part 2 belowegrered as part of yo8elf-Assessment Taalbmission
to Georgia Ogelthorpe.

Part 1: Please provide a statement of how you and yaualelesship team plan, if at all, to use your learsing
from theSelf-Assessment Tdolimprove your leadership and management sysiddlitionally, please
share whether you plan to assess your orgainzasimg the Georgia Progress Award (Step 2) Critaridne
Georgia Oglethorpe Award (Step 3) Criteria at arfeitdate. If you do not plan to use one of thésgss we
would appreciate hearing why not. Please limitryiotal Part 1 response to one (1) page.

Part 2: As part of your Action Plan submission to Geoi@glethorpe, please provide information as to
how you intend to address key findings from usimgSelf-Assessment Todlhe process, form,
methodology you use is up to you. However, you firayit helpful to use the form below titledelf-
Analysis WorksheetOr, you may have a better approach for settimjaatressing action plans. It is your
choice. Please limit your Part 2 response to (dupages.

Whether you use the optional form or not, pleastethiis information according to the following Cgdeies
which you addressed in yo8elf-Assessment Tool.
- Category 1. Leadership

Category 2: Strategic Planning

Category 3: Customer Focus

Category 4: Measurement, Analysis, and Knowledgaagement

Category 5: Workforce Focus

Category 6: Process Management

Category 7: Results
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Self-Analysis Worksheet (optional)

Having completed th8elf-Assessment Toghu are currently in an excellent position to idigngour
organization’s key strengths and key opportunfitesmprovement (OFIs). You may accelerate your
improvement journey by using tiself-Analysis Worksheptovided below. It suggests that you begin by
identifying one or two strengths and one or two ©fér all seven (7) Criteria Categories. For thasiked
high importance, establish a goal and a plan abact

If you use this worksheet, please include it as piayour Action Plan submission. Please limit you
submission of thiSelf-Analysis Workshett four (4) pages.

0

")

0

")

Category 2—Strategic Planning

0

")

0

")

0

")

0

")
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Application/Assessment Forms and Deadlines

Submit yourSelf-Assessment Tdok third-party review and feedback by Georgia @Gtybepe examiners and
for recognition at our Annual Conference and Awadsiquet. Go to www.GeorgiaOglethorpe.org under
Criteria/ Forms for Submissiotm download and print the following documents:

Eligibility/Intent to Apply Form
Application Form

Fees and Related Costs
Timetable

First submit the Eligibility/Intent to Apply Fornmd related fee by the deadline. Then submit your
completedSelf-Assessment Taabng with your Application Form and related feetbe deadline to the
address given on the form. Although Georgia Oglgib examiners volunteer their time, evaluatiogaafr
completedSelf-Assessment Taelquires a fee to cover operational expensesnedw@as a nonprofit
organization.Strict confidentiality is observed at all times amievery aspect of assessment application,
review, and feedback.

Important Reference Information

The2010-2011 Criteria for Performance Excellence: Geoa Oglethorpe Award (Step 3ooklet is a
valuable aid to understanding the Criteria for Beniance Excellence and their value to your orgdioza
This document is available for downloadnatw.GeorgiaOglethorpe.ongnderCriteria. Key sections of the
Step 3 booklet that you will find helpful in und&nsding and working with the Criteria for Perfornaan
Excellence and in completing yo8elf-Assessment Tcarle

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: Geoa Oglethorpe Award (Step d)pokletis the
same as the2009-2010 Criteria for Performance Excellence: Baige National Quality Programbooklet,
which is available atvww.quality.nist.goy PDF _files; 2009_2010_Business_Nonprofit_Critgak.

Georgia Oglethorpe 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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