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Q: In a nutshell, what is Baldrige?

A: Using just a few words is a challenge! But here they are:

●● Baldrige is an approach you can use to figure out how your hospital can markedly  
improve its performance.  

●● The Baldrige Performance Excellence Program is sponsored by the US Department of Commerce. 
It offers a set of criteria (questions) that leaders use to improve organizational results. 

●● The program recognizes exceptional performance with annual awards in several industry  
categories, including healthcare.

●● Winners share information on how they achieved their exemplary results.

Q: Who is Malcolm Baldrige?

A:  Malcolm Baldrige became Ronald Reagan’s Commerce Secretary in 1981. He earned a reputation  
for improving efficiency and effectiveness in government. Baldrige was a colorful character—a long-time 
champion roper installed in the National Cowboy Hall of Fame. He died in a rodeo accident in 1987.  
A month later, the National Quality Award was signed into law and named in his honor. 

Q: Why should healthcare leaders be interested in Baldrige?  
Does Baldrige really matter for healthcare? 

A: 

●● The majority of all Baldrige applications come from healthcare organizations. 

●● Healthcare organizations look enough like each other that we can easily adopt each other’s  
best practices—a good thing!

●● Baldrige is a great tool for organizations that aspire to 90th-, 95th-, 99th-%ile performance. 

Q: What aren’t good reasons to be interested In Baldrige? 

A:

●● The process takes a while, so Baldrige is not as useful if you need a quick fix or are in  
dire financial trouble.

●● If you think your organization Is already almost good enough to win and just has to learn  
a few tricks to writing a great application. This kind of thinking almost always leads to several 
frustrating years with Baldrige eventually fading into the sunset. 

Q: What are the downsides to Baldrige? 

A:

●● It’s easy to get bogged down in the details, burned out, distracted and eventually occupied  
by other things.  

●● Again, Baldrige Is not a quick fix. It truly is a journey, and your organization must embrace it 
as such. You have to give it time and stay dedicated. Not all organizations are able to do that, 
because success requires that leaders are open to learning new things late in their careers. In some 
organizations, such leaders are in short supply. 

BO SNYDER CONSULTING HELPING LEADERS IMPROVE HEALTHCARE

 



BO SNYDER CONSULTING HELPING LEADERS IMPROVE HEALTHCARE

 

Q: How many healthcare organizations have won? 

A:  About 20, and the number grows every year. Check out this  list of Baldrige winners  and read their 
winning applications.  http://patapsco.nist.gov/award_recipients/index.cfm

Q: Is Baldrige like ISO, Lean or Magnet?

A:  Not really, but they are complementary. Baldrige isn’t prescriptive. It doesn’t tell you what to do. 
It just poses the questions. ISO, Lean and Magnet have important roles to play in high-performing 
organizations. Many Baldrige winners incorporate concepts from these programs to support their 
Baldrige journeys.

Q: Does an organization have to score 100% to win a Baldrige award?

A:  No. Baldrige is not a test or audit. The Baldrige criteria help you identify and improve processes in your 
organization. The approximately 200 questions are focused on key processes and results. You can ignore 
the ones that don’t make sense for your hospital (or that don’t make sense at all—there are a few, believe 
me!). Even winning organizations don’t come close to scoring 100%.

  One should note that Baldrige is not competitive, as in you don’t compete against other organizations. 
You “compete” only against the criteria.  

Q: Who are the Baldrige examiners?

A:  They are volunteers selected across industries who receive rigorous training in how to score applications 
against the criteria. They serve in teams to score applications and prepare applicant feedback reports. 

Q: How can I get a copy of the Baldrige criteria?

A:  You can purchase a copy of the  Baldrige Excellence Framework  booklet for healthcare. It details the 
Baldrige criteria (questions).  http://www.nist.gov/baldrige/publications/hc_criteria.cfm

Q: What do the criteria consist of?

A.  They are arranged in seven categories that are scored, plus an introductory Organizational Profile, which 
is not scored. The scored categories contain a total of 17 broad questions that have approximately 200 
more detailed, supporting questions. 

  The Organizational Profile gives you the opportunity to describe your organization—such as your strate-
gic challenges and advantages—as background for the examiners. Categories 1 through 6 are focused on 
process; they ask how you do things. Category 7 asks, “What are your results?”  

 Here’s an outline:  

  Organizational Profile  
Category 1:  Leadership 

Category 2:  Strategy 

Category 3:  Customers 

Category 4:  Measurement, Analysis, and Knowledge Management 

Category 5:  Workforce 

Category 6:  Operations 

Category 7:  Results

http://patapsco.nist.gov/award_recipients/index.cfm
http://www.nist.gov/baldrige/publications/hc_criteria.cfm
http://www.nist.gov/baldrige/publications/hc_criteria.cfm


Q: What is the contact information for Baldrige?

A:   Baldrige Performance Excellence Program 

National Institute of Standards and Technology 

Administration Building, Room A600 

100 Bureau Drive, Stop 1020 

Gaithersburg, MD 20899-1020 

(301) 975-2036 phone 

(301) 948-3716 fax 

Email: nqp@nist.gov  

baldrige.nist.gov 

Q: Do we need a consultant to start the Baldrige journey?

A:  No, but it may help. A consultant can help you understand the criteria—unfortunately, they are not 

written in the most user-friendly language. 

  A consultant can also help you keep the journey manageable by helping you focus on  

a few of the most important opportunities for improvement within your organization.  

  Remember, Baldrige only asks the questions. Consultants know many of the “right” answers  

and can help you figure out which can work for you. 

  A word of caution—some consultants emphasize winning the award. My philosophy  

is that an organization should use Baldrige to focus on improving and achieving great results. 

  The award itself is a long-term goal that is less important than creating an industry-leading  

organization that does an incredible job serving its patients and community. 

Q: If we apply for a Baldrige award but don’t win, is all our effort wasted? 

A:   No!  And this is a very important point: The biggest value from Baldrige does not come from  

winning the award! It comes from changes you make to improve your organization as you complete  

the application process. Your hospital will “win” big, no matter what.
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