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But Ask Employees What They Think?

Source: Aon



Is Anyone Doing This Well and 
Is It Making a Difference?





What is the Baldrige Program?

• In the mid-1980s, U.S. leaders realized that American companies needed to 
focus on quality in order to compete in an ever-expanding, demanding 
global market.

• Then-Secretary of Commerce Malcolm Baldrige was an advocate of quality 
management as a key to U.S. prosperity and sustainability. After he died in 
a rodeo accident in July 1987, Congress named the Award in recognition of 
his contributions.

• The goal of the Malcolm Baldrige National Quality Improvement Act of 
1987 was to enhance the competitiveness of U.S. businesses. Its scope has 
since been expanded to health care and education organizations (in 1999) 
and to nonprofit/government organizations (in 2007).

• Congress created the Award Program to
• identify and recognize role-model businesses
• establish criteria for evaluating improvement efforts
• disseminate and share best practices

https://www.nist.gov/baldrige-performance-excellence-program/biography-malcolm-baldrige
https://www.nist.gov/baldrige-performance-excellence-program/malcolm-baldrige-national-quality-improvement-act-1987


Let’s Look at a Few Role Models



• Mid-America Transplant is a private, nonprofit organ procurement organization and eye 
and tissue bank serving a designated service area (DSA) of 84 counties in eastern 
Missouri, southern Illinois, and northeastern Arkansas. 

• Mid-America Transplant works with its partner hospitals to procure donated organs and 
tissues and then provide them to transplant centers and tissue processors, both in the 
DSA and across the country. 

• Mid-America Transplant also operates three stations at Department of Motor Vehicles 
offices in the Greater St. Louis, Mo., area that support its mission by making it easy for 
motorists to register as donors while renewing drivers' licenses or automobile 
registrations. 

• With an annual budget of $39 million and a workforce of 193 employees, Mid-America 
Transplant operates from its headquarters in St. Louis, Mo., and a satellite location in 
Springfield, Mo. 

• A unique concept is the Mid-America Transplant Family House, which provides short- and 
intermediate-term housing for transplant patients and their families from outside the St. 
Louis area and gives Mid-America Transplant leaders and staff the opportunity to interact 
with them.



• To facilitate organ and tissue donations, Mid-America Transplant staff members are in 
residence at the organization's key partner hospitals. This innovation has resulted in a 
0.08 percent rate of missed organ referrals since 2012, outperforming the reported best-
in-class industry benchmark of 2 percent.

• In 2001, Mid-America Transplant built the nation's first stand-alone organ recovery 
facility, a system that has significantly reduced the expense of procuring organs 
compared to the cost of in-hospital organ procurement. Since 2012, the cost-per-donor 
for in-house cases has decreased from approximately $7,000 to under $4,000, compared 
to approximately $20,000 when completed in the hospital.

• In 2015, Mid-America Transplant was selected as a "top workplace" by the St. Louis Post-
Dispatch newspaper. The overall employee retention rate approaches 90 percent and has 
exceeded the Association of Organ Procurement Organizations industry average since 
2012.

• Mid-America Transplant uses customer data to determine their satisfaction with the 
donation process. Customer complaints per case have been close to zero since 2013 for 
eye and tissue donations and declined from approximately 7 percent in 2013 to 
approximately 3 percent in 2015 for organ donations.











• Elevations Credit Union (ECU) is a member-owned, nonprofit credit 
union, serving over 106,000 people through 11 branches and 332 
employees in Colorado’s Boulder, Broomfield, Larimer and Adams 
counties. 

• Headquartered in Boulder, Colo., the organization provides a wide 
range of financial products and services, including checking and 
savings accounts, auto loans, student loans, mortgages, home-equity 
lines of credit, business loans, credit cards and financial planning. 

• ECU has over $1.4 billion in assets, and reported $66 million in gross 
revenue and $9.5 million in net revenue in 2013.



• ECU has been named “Best Financial Institution” by readers of the Boulder Daily Ca m                                                                                                                         
era for15 of the past 16 years, and repeatedly as “Best Bank,” “Best Mortgage Company” 
or “Best Customer Service” by readers of the Colorado Daily, Boulder Weekly, Longmont 
Times-Call and Loveland Reporter-Herald.

• To communicate with and engage its workforce and members, ECU senior leaders use a 
systematic sequence of integrated monthly forums called the Operational Rhythm. ECU 
also utilizes social media, all-staff meetings, “Run-the-Business” meetings and “Connect-
the-Business” meetings to foster two-way communication with key members and the 
workforce.

• ECU’s mortgage market production volume increased from1,123 loans in 2011 to 2,307 
in 2014 (annualized). In 2013, ECU produced more mortgage volume in Boulder County 
than any of its competitors, and during the summer of 2014, captured one-third of all 
mortgages closed in the county. ECU also is the largest credit union mortgage lender in 
Colorado.

• ECU strategically leverages social media to build stronger relationships with its members, 
ranking 16th in the world in social media use by credit unions, according to The Financial 
Brand’s Power 100 Score. ECU has the 11th most-watched YouTube channel and the 29th 
most-liked Facebook site for all credit unions worldwide.









• The City of Irving, located between Dallas and Fort Worth, is the 13th 
most populous city in Texas and the 94th in the United States. 

• The city, home to approximately 217,700 residents, encompasses an 
area of 68 square miles, including Dallas-Fort Worth International 
Airport. 

• Core services provided include law enforcement and compliance, fire 
protection and emergency medical, water and sewer, refuse 
collection, street maintenance and traffic management, parks, 
libraries, recreational and cultural programming, and capital 
improvements.



• The City of Irving is one of five cities in the state and 89 in the nation with a AAA 
rating from both Standard and Poor’s (S&P) and Moody’s—ratings that it has 
maintained since 2007 and during the worst recession in U.S. history.

• Irving’s 2012 employee survey results show that its employee ratings exceed the 
highest comparable score received by a U.S. government agency. For example, 95 
percent of Irving employees say the city government is a good place to work 
compared to a federal agency high of 84 percent.

• Since 2006, the percentage of residents rating many of the city’s key services—
including police, code enforcement, libraries, and recreational—as good or 
excellent has increased by double digits.

• Irving’s police utilize best practices such as community policing, a problem-
solving team, Twitter-based community crime watch groups, and increased use of 
volunteers. Violent crime decreased from approximately 700 incidents in 2007 to 
500 in 2011. Overall violent crime per 1,000 persons decreased 35.5 percent from 
2006 to 2011. This decrease compared favorably to neighboring cities, one of 
which saw an 8.6 percent increase for the same time period.







• Founded in 1999, the Studer Group is a private, for-profit health care 
consulting firm providing coaching, teaching, and evidenced-based 
tools and tactics to health care organizations and rural hospitals 
throughout the United States. 

• Corporate offices are located in Gulf Breeze, Florida, with satellite 
offices in Dallas, Texas; New South Wales, New Zealand; and 
Queensland, Australia. 

• Virtual home offices are located across the United States. Revenues 
were approximately $47 million in 2010, and the company employs 
119 persons.



• Key innovations have helped annualized revenue grow from less than $5 
million during the period 1999 to 2001 to $45 million for 2009 to 2010.

• Studer Group has sustained high levels of CEO satisfaction and overall 
satisfaction with its coaching services. Since 2006, satisfaction ratings have 
ranged from 4.6 to 4.9 on a 5-point scale, exceeding the Service 
Performance Insight (SPI) Best Benchmark of 4.3.

• Studer Group was named as one of the “Top 25 Best Small Companies to 
Work for in America” by the Society for Human Resource Management and 
the Great Places to Work Institute in 2008, 2009, and 2010.

• Studer Group’s revenues grown more than 30 percent annually since 2001, 
exceeding the Association of Management Consulting Firms (AMCF) 
average of 10 percent annual growth.





The Keys to Success

• Performance Reviews Ought to be Part of a Broader Management 
System

• Align What is Assessed to Your Overall Business / Strategy

• It Is a Process

• Continually Improve



One Last Piece of Advice From 
Dilbert





Thank You!
Jeff.allar@vglgroup.com

512 285 7378
512 901 0630

mailto:Jeff.allar@vglgroup.com
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