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Preparing to read your feedback report . . .

Your feedback report contains the Michigan Quality Council Examiners’ observations that are based on their understanding of your organization.  They have provided comments on your organization’s strengths and opportunities for improvement relative to the Baldrige Criteria.  The feedback is not intended to be comprehensive or prescriptive.  It will tell you where Examiners think you have important strengths to celebrate and where they think key improvement opportunities exist.  The feedback will not necessarily cover every requirement of the Criteria, nor will it say specifically how you should address these opportunities.  You will decide what is the most important to your organization and the best way to address the opportunities.  

Applicant organizations understand and respond to feedback comments (both strengths and opportunities for improvement) in different ways.  To make the feedback most useful to you, we’ve gathered some tips and practices from prior applicants for you to consider.

 Take a deep breath and approach your feedback with an open mind. You applied to get the feedback.  Read it, take time to digest it, and read it again. 

· Especially note comments in boldface type.  These comments indicate particularly important observations – those that the Examiner Team felt had substantial impact on our organization’s practices, capabilities, or results (either a strength or opportunity for improvement) and, therefore, had more influence on the team’s scoring of that particular Item.  

 You know your organization better than the Examiners know it.  If Examiners had misread your application or misunderstood information contained in the application, don’t discount the whole feedback report.  Consider the other comments and focus on the most important ones.  

 Celebrate your strengths and build on them to achieve world-class performance and a competitive advantage.  You’ve worked hard and should congratulate yourselves.

· Use your strengths comments as a foundation to improve the things you do well.  Sharing those things you do well with the rest of your organization can speed organizational learning.

· Prioritize your opportunities for improvement.  You can’t do everything at once.  Think about what’s most important for your organization at this time and decide which things to work on first.  
 Use the feedback as input to your strategic planning process.  Focus on the strengths and opportunities for improvement that have an impact on your strategic goals and objectives.

KEY THEMES – PROCESS ITEMS 
During the Consensus Review of the written application for the Michigan Quality Leadership Award, the Consensus Team found the descriptor for scoring band  ___  to be most accurate for the Process Items (Items 1.1 – 6.2).  For an explanation of the process scoring bands, please refer to Process Scoring Band Descriptors in Table 3.  

An organization in band ___  typically demonstrates __LANGUAGE FROM THE SCORING BAND DESCRIPTOR HERE______________
a. The most important strengths or outstanding practices (of potential value to other organizations) identified in the response to Process Items are as follows. 

· First strength
· Second strength

b. The most significant opportunities, concerns, or vulnerabilities identified in responses to Process Items are as follows:
· First OFI

· Second OFI

KEY THEMES – RESULTS ITEMS 
During the Consensus Review of the written application for the Michigan Quality Leadership Award, the Consensus Team found the descriptor for scoring band  ___  to be most accurate for the Results Items (Items 7.1 – 7.6).  For an explanation of the results scoring bands, please refer to Results Scoring Band Descriptors in Table 4.  

For an organization in band ___ for Results Items, results typically address __LANGUAGE FROM THE SCORING BAND DESCRIPTOR HERE______________
c. Considering the organization’s key factors, the most significant strengths found in response to Results Items are as follows:
· First strength

· Second strength

d. Considering the organization’s key factors, the most significant opportunities, vulnerabilities, and/or gaps (related to data, comparisons, linkages) found in its response to Results Items are as follows: 
· First OFI

· Second OFI

DETAILS OF STRENGTHS AND OPPORTUNITIES FOR IMPROVEMENT

Category 1 – Leadership 

1.1 Senior Leadership

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 Senior leadership 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
1.2 Governance and Social Responsibility

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 Senior leadership 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
Category 2 – Strategic Planning 

2.1 Strategy Development

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 Senior leadership 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
2.2 Strategy Deployment

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 Senior leadership 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
Category 3 – Customer and Market Focus 

3.1 Customer and Market Knowledge

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 Senior leadership 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
3.2 Customer Relationship and Satisfaction

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 Senior leadership 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
Category 4 – Measurement, Analysis, and Knowledge Management 

4.1 Measurement, Analysis, and Improvement of Organizational Performance

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
4.2 Management of Information, Information Technology, and Knowledge Management

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
Category 5 – Workforce Focus 

5.1 Workforce Engagement

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
5.2 Workforce Environment

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
Category 6 – Process Management 

6.1 Work Systems Design

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
6.2 Work Process Management and Improvement

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
Category 7 – Results 

7.1 Product and Service Outcomes

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength 
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
7.2 Customer-Focused Outcomes

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
7.3 Financial and Market Outcomes

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
7.4 Workforce-Focused Outcomes

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
7.5 Process Effectiveness Outcomes

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
7.6 Leadership Outcomes

Your score in this Item is in the XX% - XX% range. 

STRENGTHS

 First strength
OPPORTUNITIES FOR IMPROVEMENT

 .First opportunity
APPENDIX

By submitting a Michigan Quality Leadership award application, you have differentiated yourself from most Michigan organizations. The Board of Examiners has evaluated your application for the Michigan Quality Leadership Award.  Strict confidentiality is observed at all times and in every aspect of the application review and feedback.  

The report contains the Examiners’ findings, including a summary of key themes of the application evaluation, a detailed listing of strengths and opportunities for improvement, and scoring information.  Background information about the examination process is provided below.  

APPLICATION REVIEW
Stage 1, Independent Review
The application evaluation process begins with Stage 1, the independent review, in which members of the Board of Examiners are assigned to each of the applications.  Assignments are made according to the Examiners’ areas of expertise and to avoid potential conflicts of interest.  Each application is evaluated independently by Examiners who write observations relating to the Scoring System described on p. 63 of the Criteria for Performance Excellence (p. 65 in the Health Care and Education Criteria).   

Stage 2, Consensus Review
A team of Examiners, led by a Senior Examiner, conducts a series of reviews, first virtually and eventually concluded through a focused conference call.  The purpose of the consensus review is for the team to reach agreement on comments and scores that capture the team’s collective view of the strengths and opportunities for improvement.  All applicants receive a consensus review.

Stage 3, Site Visit Review

After the consensus review process, the independent Panel of Judges selects applicants to receive a site visit based upon the scoring profile.  If an applicant is not selected for site visit review, one of the Examiners on the Consensus Team works with one Judge to edit the final consensus report that becomes the feedback report.

Site visits are conducted for the highest-scoring applicants to clarify any uncertainty or confusion the Examiners have regarding the written application and to verify that the information in the application is correct.  After the site visit is completed, the team of Examiners prepares a final site visit scorebook.

Application reports, consensus scorebooks, and site visit scorebooks for all applicants receiving a site visit are forwarded to the Panel of Judges, which selects the applicants to receive an Award based on the overall excellence and the appropriateness of the applicant as a state-wide role model.  There is no limit on the number of possible recipients.

Judges do not participate in discussions or vote on applications in which they have a competing or conflicting interest or in which they have a private or special interest such as an employment or a client relationship, a financial interest, or a personal or family relationship.  All conflicts are reviewed and discussed so that Judges are aware of their own and others’ limitations on access to information and participation in discussions and voting.  Following the Judges’ review and recommendations of Award recipients, one of the Examiners on the Site Visit Team edits the final site visit scorebook that becomes the feedback report.  

SCORING
The scoring system used to score each Item is designed to differentiate the applicants in the various stages of review and to facilitate feedback.  As seen in the Scoring Guidelines, the scoring of responses is based on two evaluation dimensions:  Process and Results.  The four factors used to evaluate process (Categories 1 – 6) are Approach, Deployment, Learning, and Integration (Table 1).  The scoring factors used to evaluate results (Items 7.1 – 7.6) are Levels, Trends, Comparisons, and Integration (Table 2).  

In the feedback report, the applicant receives a percentage range for each Item.  The percentage range is based on the Scoring Guidelines, which describe the characteristics typically associated with specific percentage ranges.  
An applicant’s overall score for Process Items and its overall score for Results Items fall into one of eight scoring bands.  Each band has a corresponding descriptor of attributes associated with that band.  
TABLE 1 – Scoring Guidelines for Process Items
	SCORE
	PROCESS (For use with Categories 1 – 6)

	0% or 5%
	· No systematic approach is evident; information is anecdotal.
· Little or no deployment of any systematic approach is evident.
· An improvement orientation is not evident improvement is achieved through reacting to problems.  

· No organization alignment is evident; individual areas or work units operate independently.

	10%, 15%, 20%, or 25%
	· The beginning of a systematic approach to the basic requirements of the Item is evident.

· The approach is in the early stages of deployment most areas or work units, inhibiting progress in achieving the basic requirements of the Item. 

· Early stages of a transition from reacting to problems to a general improvement orientation are evident. 

· The approach is aligned with other areas or work units largely through joint problem solving. 

	30%, 35%, 40%, or 45%
	· An effective, systematic approach, responsive to the basic requirements of the Item, is evident. 

· The approach is deployed, although some areas or work units are in early stages of deployment. 

· The beginning of a systematic approach to evaluation and improvement of key processes is evident.

· The approach is in early stages of alignment with your basic organizational needs identified in response to the Organizational Profile and other Process Items.  

	50%, 55%,  60%,or 65%
	· An effective, systematic approach, responsive to the overall requirements of the Item and your key organizational requirements, is evident.

· The approach is well deployed, although deployment may vary in some areas or work units.

· A fact-based, systematic evaluation and improvement process and some organizational learning, including innovation, is in place for improving the efficiency and effectiveness of key processes.

· The approach is aligned with your overall organizational needs identified in response to the Organizational Profile and other Process Items.  

	70%, 75%, 80%,or 85%
	· An effective, systematic approach, responsive to the multiple requirements of the Item is evident.

· The approach is well deployed, with no significant gaps.

· A fact-based, systematic evaluation and improvement and organizational learning, including innovation, are key management tools; there is clear evidence of refinement, innovation, and improved integration as a result of organizational-level analysis and sharing.

· The approach is well integrated with your organizational needs identified in response to the Organizational Profile and other Process Items.  

	90%, 95%, or 100%
	· An effective, systematic approach, fully responsive to the multiple requirements of the Item is evident.

· The approach is fully deployed without significant weaknesses or gaps in any areas or work units.

· Fact-based, systematic evaluation and improvement process and organizational learning are key organization-wide tools; refinement and innovation, backed by analysis and sharing, are evident throughout the organization.

· The approach is well integrated with your organizational needs identified in response to the Organizational Profile and other Process Items.  


Table 2 – Scoring Guidelines for Results Items
	SCORE
	RESULTS (For Use with Category 7)

	0% or 5%
	· There are no organizational performance results or poor results in areas reported. 

· Trend data are either not reported or show mainly adverse trends.

· Comparative information is not reported.

· Results are not reported for any areas of importance to the accomplishment of your organizational mission.  

	10%, 15%, 20%, or 25%
	· A few organizational performance results are reported; there are some improvements and/or early good performance levels in a few areas. 

· Little or no trend data are reported.

· Little or no comparative information is reported. 

· Results are reported for a few areas of importance to the accomplishment of your organizational mission.  

	30%,35%, 40%, or 45%
	· Good organizational performance levels are reported, responsive to the basic requirements of Items. 
· Some trend data are reported, and a majority of the trend data are beneficial.  
· Early stages of obtaining comparative information are evident

· Results are reported for many areas of importance to the accomplishment of your organizational mission.  

	50%,55%,  60%,or 65%
	· Good organizational performance levels are reported, responsive to the overall requirements of the Items.   

· Beneficial trends are evident in areas of importance to the accomplishment of your organization’s mission.  
· Some current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of good relative performance.

· Organizational performance results are reported for most key customer and stakeholder, market, and process requirements.  

	70%, 75%, 80%,or 85%
	· Good to excellent organizational performance levels are reported, responsive to the multiple requirements of the item.  
· Beneficial trends have been sustained over time in most areas of importance to the accomplishment of your organization’s mission.  

· Many to most trends and current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of leadership and very good relative performance.

· Organizational performance results are reported for most key customer and stakeholder, market, process, and action plan requirements.

	90%, 95%, or 100%
	· Excellent organizational performance levels are reported for most areas of importance to the Item requirements.

· Beneficial trends have been sustained over time in all areas of importance to the accomplishment of your organization’s mission.  

· Evidence of industry and benchmark leadership is demonstrated in many areas.

· Organizational performance results and projections are reported for most key customer and stakeholder, market, process, and action plan requirements.


TABLE 3 – PROCESS SCORING BAND DESCRIPTORS


	Band Score
	Number
	Descriptors

	0 – 150
	1
	The organization demonstrates early stages of developing and implementing approaches to the basic Criteria requirements, with deployment lagging and inhibiting progress.  Improvement efforts are a combination of problem-solving and an early improvement orientation.  

	151 - 200
	2
	The organization demonstrates effective, systematic approaches responsive to the basic requirements of the Criteria, but some areas or work units are in the early stages of deployment.  The organization has developed a general improvement orientation that is forward-looking.   

	201 - 260
	3
	The organization demonstrates effective, systematic approaches responsive to the basic requirements of most Criteria Items, although there are still areas or work units in the early stages of deployment.  Key processes are beginning to be systematically evaluated and improved.   

	261 - 320
	4
	The organization demonstrates effective, systematic approaches responsive to the overall requirements of the Items, but deployment may vary in some areas or work units.  Key processes benefit from fact-based evaluation and improvement, and approaches are being aligned with organizational needs.   

	321 - 370
	5
	The organization demonstrates effective, systematic, well-deployed approaches responsive to the overall requirements of the Items.  The organization demonstrates a fact-based evaluation and improvement process and organizational learning, including innovation that result in improving the effectiveness and efficiency of key processes.  

	371 - 430
	6
	The organization demonstrates refined approaches responsive to the multiple requirements of the Criteria.  These approaches are characterized by the use of key measures, good deployment, and evidence of innovation in most areas.  Organizational, learning, including innovation and sharing of best practices, is a key management tool, and integration of approaches with organizational needs is evident  

	431 - 480
	7
	The organization demonstrates refined approaches responsive to the multiple requirements of the Criteria Items.  It also demonstrates innovation, excellent deployment, and good-to-excellent use of measures in most areas.  Good-to-excellent integration is evident, with organizational analysis, learning through innovation, and sharing of best practices as key management strategies.    

	481 - 550
	8
	The organization demonstrates outstanding approaches focused on innovation. Approaches are fully deployed and demonstrate excellent, sustained use of measures.  There is excellent integration of approaches with organizational needs.  Organizational analysis, learning through innovation, and sharing of best practices are pervasive. 


TABLE 4 – RESULTS SCORING BAND DESCRIPTORS


	Band Score
	Number
	Descriptors

	0 – 125
	1
	Results are reported for a few areas of importance to the accomplishment of the organization’s mission, but they generally lack trend and comparative data.  

	126 - 170
	2
	Results are reported for several areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.  Some of these results demonstrate good performance levels.  The use of comparative and trend data is in the early stages.      

	171 - 210
	3
	Results address many areas of importance to the accomplishment of the organization’s mission, with good performance being achieved.  Comparative and trend data are available for some of these important results areas, and some beneficial trends are evident.  

	211 - 255
	4
	Results address some key customer/stakeholder, market, and process requirements, and they demonstrate good relative performance against relevant comparisons.  There are no patterns of adverse trends or poor performance in areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.   

	256 - 300
	5
	Results address most key customer/stakeholder, market, and process requirements, and they demonstrate areas of strength against relevant comparisons or benchmarks.  Improvement trends and/or good performance are reported for most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.

	301 - 345
	6
	Results address most key customer/stakeholder, market, and process requirements, as well as many action plan requirements.  Results demonstrate beneficial trends in most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission, and the organization is an industry leader in some results areas.

	346 - 390
	7
	Results address most key customer/stakeholder, market, and process requirements, and action plan requirements and include projections of future performance.  Results demonstrate excellent organizational performance levels and some industry leadership.   Results demonstrate sustained beneficial trends in most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.  Some projections are reported. 

	391 - 450
	8
	Results fully address most key customer/stakeholder, market, process, and action plan requirements, and include projections of future performance.  Results demonstrate excellent organizational performance levels, as well as national and world leadership.  Results demonstrate sustained beneficial trends in all areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.  Projections of future performance are reported.
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