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Presentation Focus

© 2022

• Highlight the history and success of the Baldrige 
Program

• Discuss the need for a community Baldrige-
based framework

• Provide an overview of the Communities of 
Excellence Framework
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Our Foundation Statement

“For America to sustain its 
vitality, promote 
opportunity, and create a 
more equitable society 
during its second 250 years of 
existence, we must improve 
the performance of 
communities and the people 
who lead and live in them.” 
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Hypothesis

That a systems framework 
proven to drive performance 
excellence in companies and 
organizations – the Baldrige 
Framework - can be modified to 
achieve performance excellence 
in communities to benefit the 
health and wellbeing of all 
residents.  
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Baldrige Performance Excellence Framework
• Founded in 1987 to improve quality, 

productivity, and competitiveness
• Public-private partnership managed by the 

National Institute of Standards of Technology, 
an agency of the U.S. Department of 
Commerce

• Purpose:
o Improve US quality, productivity, and 

competitiveness
o Establish a nationally recognized standard 

of organizational (and soon community) 
excellence and quality performance

o Establish role models of that standard –
Malcolm Baldrige National Quality Award
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Communities of Excellence Framework
How does it work in communities?

• Validated set of questions

• Helps to evaluate community performance and 
assess where improvements are needed

• Unites around common language, shared values and 
community understanding 

• Leverages community assets, offerings, 
competencies and advantages and align resources, 
people, and plans

• Infusion of quality principles and process 
improvement

• Applicable to any community
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Ask The Right Questions
Seize Big Opportunities

• The framework is a set of key questions 
for improving the performance of 
communities and the people who lead 
and live in them.

• It allows you to understand the position 
and the systems important in your 
community and envision a future story.

• It helps you take action by establishing a 
strategy, plans, and processes to a 
create a new story.

• It facilitates community decision making 
with input from all key sectors and all 
voices. 
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Why Adopt a Systems Framework in a Community?

1. Everything happens inside 
the community.  It’s where 
we live, work, learn, and 
play.

2. A community is a set of 
systems that must work 
together to achieve the best 
results.
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Wherever We Live, However Our Communities Operate

• There is a system in place for “how things get done around here.”

• To create the results we want, we must first 
understand how the system is getting the 
results we experience now.

• To achieve different results, the system must change.  

• This requires leadership at all levels.

“Every system is perfectly designed to get the results it gets”
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The Communities of Excellence Framework
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Question

In your community, 
What systems have 
significant challenges, 
or which have 
significant strengths?

Why?
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The Communities of Excellence Framework
Core Values and Concepts

• Community systems perspective

• Visionary community leadership

• Resident- and customer-focused excellence

• Valuing people

• Community learning

• Agility and resilience

• Focus on success and innovation

• Management by fact

• Mutual societal responsibility

• Ethics and transparency

• Delivering value and results
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The Communities of Excellence Framework

Three Fundamental Questions

1. Is my Community doing as well as it 
could?

2. How do I know?

3. What and how should I (we) improve or 
change? 
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The Communities of Excellence Framework



© 2022

The Communities of Excellence Framework
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Questions
Select one significant 
community challenge.
• What community sectors, 

resident groups, or leaders 
would be interested in 
addressing this issue?

• What potential 
comparative data can help 
understand or 
communicate the 
problem?
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The 
Communities 
of Excellence 
Framework

Basic Questions

1

1.1 Community Excellence Group Leadership: How do your leaders lead 
the community excellence group?
1.2 Governance and Societal Responsibilities: How does your 
community excellence group govern itself and fulfill its societal 
responsibilities?

2

2.1 Strategy Development: How does your community excellence group 
develop its strategy?
2.2 Strategy Implementation: How does your community excellence 
group implement its strategy?

3

3.1 Customer Expectations: How does your community excellence group 
listen to residents and other customers and determine programs and 
services to meet their needs?
3.2 Customer Engagement: How does your community excellence group 
build relationships with residents and other customers and determine 
their satisfaction and engagement?

Doing The Right 
Thing
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The 
Communities 
of Excellence 
Framework

Basic Questions

4

4.1 Measurement, Analysis, and Improvement of Community 
Performance: How does your community excellence group measure, 
analyze, and then improve community performance?
4.2 Information and Knowledge Management: How does your 
community excellence group manage its knowledge assets?

5

5.1 People Environment: How does your community excellence group 
build an effective and supportive environment for the people that do its 
work?
5.2 Community Engagement: How does your community excellence 
group engage people, organizations, and groups to achieve its strategic 
objectives?

6

6.1 Community Excellence Group Work Processes: How does your 
community excellence group design, manage, and improve key programs, 
services, and work processes?
6.2 Community Safety and Resilience: How does your community 
ensure a safe community environment and community resilience?

Doing Things 
Right
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The 
Communities of 
Excellence 
Framework

Category 1
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The 
Communities 
of Excellence 
Framework

Category 2
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The 
Communities 
of Excellence 
Framework

Category 3
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Questions
Using the community 
challenge you selected:

• How could first defining 
your group’s core 
competencies help you 
address the challenge?

• How would obtaining 
resident input (voice of 
the customer) help you 
address the challenge?
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The 
Communities 
of Excellence 
Framework

Category 4
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The 
Communities 
of Excellence 
Framework

Category 5
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The 
Communities 
of Excellence 
Framework

Category 6
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The 
Communities 
of Excellence 
Framework

Category 7
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Questions

• How can understanding 
your partner’s drivers of 
engagement help foster 
success in your group?

• What would be the 
benefit of developing 
and documenting 
repeatable processes 
for your community 
work?



Questions or 
Comments?
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