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Today’s Agenda
• Introductions
• Why Write an Application Anyway?!
• Building the Community Profile
• Responding to Process Categories
• Responding to the Results Category
• Additional Thoughts, Tips
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Introductions & Why the Application?
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Who Are We?!
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The Value of the Application
• Captures the “current state”
• Serves as a self-assessment (you “see” the OFI’s!)
• Facilitates consensus building
• Helps “tell your story” & documents systems
• Provides the basis for evaluation and improvement
• Provides learning/education for Community Excellence 

Group
• Will give your community recognition (which celebrates & 

further motivates!)
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Building the Community Profile
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What is the Profile?
• For the community

• Identifies “who are we?” & “what’s important”?
• Helps align leaders on key factors
• Sets context for responding to process/results questions

• For COE examiners:
• Helps examiners understand the community
• Helps customize feedback report to the unique characteristics of the 

community
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Elements of the Community Profile

Community Profile

Community 
Environment

Community 
Excellence 

Group

Competitive 
Environment 
and Strategic 

Context
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Community Profile
P.1  Community Description: What are your community’s key  characteristics?
a. Community Environment

(1) Community Definition and Identity
(2) Community Offerings
(3) Residents, Other Customers, and 

Stakeholders
(4) People Resources
(5) Regulatory Environment

P.2  Community Situation: What is your community’s strategic situation?
a. Competitive Environment

(1) Competitive Position
(2) Competitiveness Changes
(3) Comparative Data

b.   Community Excellence Group
(1) Mission, Vision, and Values
(2) Composition
(3) Leadership System
(4) Programs and Services
(5) Suppliers, Partners, and Collaborators

b. Strategic Context
(1) Core Competencies
(2) Challenges and Advantages

c.   Performance Improvement System
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Tips on Writing a Profile
• Involve the full Excellence Group – for diversity, perspective; 

consider “dividing & conquering”
• Get input from other community stakeholders
• Focus on key elements – keep responses short
• Use graphics, tables, lists as much as possible – they save 

space and a picture is a thousand words!
• Consider starting with bullets/outline, then craft narrative
• Focus on what’s real (not what’s envisioned)
• Write, review, iterate, revise!
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Example Profiles
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Let’s Practice!
• In dyads/triads, review the (partial) Community Profile and 

identify 2-3 ways that the Community Excellence Group 
might improve the document

• Share insights in larger group
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Responding to Process Categories
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Process Categories vs. Profile
• Captures how your community or community excellence 

group operates (not what is going on in the community)
• Should capture current state – what’s really going on (not an 

envisioned future state)
• Aligns with “key factors” from Community Profile
• Should capture ADLI – approach, deployment, learning, 

alignment/integration
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• How does your community excellence group 
accomplish its work? How systematic are the 
key processes used? 

Approach

• How consistently are these key processes used 
throughout your community excellence group?Deployment

• Have you evaluated and improved your key 
processes? Have improvements been shared 
within your community excellence group?

Learning

• How do your community excellence group’s 
processes address its current and future 
needs?

Integration

Process Rubric: “ADLI”
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Basic Question
• Most central question

Overall Questions
• Most important features

Multiple Questions
• Individual 

questions on 
process details

(1) KEY STRATEGIC OBJECTIVES What are your KEY STRATEGIC

OBJECTIVES and timetable for achieving them? What 
are your most important GOALS for these STRATEGIC

OBJECTIVES? What KEY changes, if any, are planned in 
your programs, resident and other CUSTOMER groups, 
services, PARTNERS, and operations?

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

…

Anatomy of Process Items
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Tips on Writing a Process Categories
• Involve the full Excellence Group – for diversity, perspective; 

consider “dividing & conquering”
• Get input from other community stakeholders
• Focus on key elements – keep responses short; use Basic, 

Overall, Multiple hierarchy as a guide
• Use graphics, tables, lists as much as possible – they save 

space and a picture is a thousand words!
• Consider starting with bullets/outline (or an ADLI table), 

then craft narrative
• Focus on what’s real (not what’s envisioned)
• Write, review, iterate, revise!
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Example Process Narratives
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Let’s Practice!
• In dyads/triads, reflect on the following Criteria questions:

• How do your (CEG) leaders communicate with & engage your community 
excellence group, key resident & other customer groups, and other key 
community groups? [1.1b]

• How do you conduct your strategic planning? [2.1a(1)]
• How do you listen to, interact with, and observe residents and other 

customers to obtain actionable information? [3.1a(1)]
• And think about these questions for each:

• Do we have a process for the question?
• How would I go about documenting it? Who do we need to talk with in the 

community to describe it?
• Is it well deployed? Do we evaluate/improve it? Do we have metrics/results 

for it?
• Share insights in larger group
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Responding to the Results Category



© 202221

Category 7 Results
7.1 Community and Process Results: What 
are your community’s and your community 
excellence group’s results?  What are  your 
process effectiveness results?

• Community health, education, economy and quality of life
• community excellence group’s programs and services
• Community excellence group’s process effectiveness and 

efficiency
• Safety and resilience

7.2 Customer-Focused Results: What are 
your resident and other customer-focused 
performance results?

• Resident and other Customer satisfaction and dissatisfaction 
with your community excellence group’s programs and services

• Engagement in programs and services

7.3 People Resource Results: What are your 
community excellence group’s results for its 
people, organizations, and groups?

• Capability and capacity results for your people, organizations, 
and groups

• Engagement in producing programs and services
• Results for development of your community excellence group’s 

people, organizations and groups

7.4 Leadership and Governance Results: 
What are your community excellence group’s 
leadership and governance results?

• Community excellence group’s leaders’ communication and 
engagement with your community excellence group, key 
residents, other customer groups and key community groups

• Governance accountability
• Ethical behavior

7.5 Financial and Strategy Results: What are 
your community excellence group’s results for 
financial viability and strategy 
implementation?

• Financial results
• Achievement of strategy and action plans
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• What is your current performance/results?

Levels
• Are the results improving, staying the same, or getting 

worse?Trends
• How does your performance compare with that of other 

communities, competitors, or with benchmarks?Comparisons
• Are you tracking results that are important to your 

community and to your community excellence group? 
• Are you using the results to make decisions?

Integration

Evaluating Results “LeTCI”
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 Results that are important to the community’s ongoing 
success are missing, not used, or randomly reported. 

 Results that are important to the community’s ongoing 
success are reported, tracked over time, and improving. 

 Results that are important to the community’s ongoing 
success are trending in the right direction and doing well 
relative to competitors or other relevant communities. 

 The full array of results that are important to the 
community’s ongoing success are reported and trended over 
time, indicating top performance relative to other 
communities. 

 

Steps Toward High Performance
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Examples of Results Figures

24
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Category 7 Results – COE Communities

LeTCI

Level?

Trend?

Comparison?

Integration?



© 202226

Category 7 Results – COE Communities

LeTCI

Level?

Trend?

Comparison?

Integration?
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Category 7 Results – COE Communities

LeTCI

Level?

Trend?

Comparison?

Integration?
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Category 7 Results – Fort Collins, CO

LeTCI

Level?

Trend?

Comparison?

Integration?
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Category 7 Results – Fort Collins, CO

LeTCI

Level?

Trend?

Comparison?

Integration?
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Category 7 Results – Fort Collins, CO

LeTCI

Level?

Trend?

Comparison?

Integration?
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Category 7 Results – COE Communities

LeTCI

Level?

Trend?

Comparison?

Integration?
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Excelsior Springs Leadership 
System
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7.4 Leadership and Governance Results 
(1)  What are your results for your community excellence group leaders’ communication and engagement with the 
community excellence group, key resident and other customer groups, and key community groups? 
Results in this category are measured through internal process measures (1.1b[1]).   
 

 Total Annual Road Shows  
Source: Internal Data 

 2019 2020 2021 
Number of road shows presented to community 
organizations by Thrive Excelsior representatives 

8 0* 
*suspended because 

of COVID-19 
TBD 

 
(2) What are your results for governance accountability? 
Results in this category are measured on the annual survey of task force members (P.1b[3] and 1.2a[2]). 
 

 Average Perception of Governance Accountability 
Source: Thrive Excelsior Task Force Member Survey  

 2020 2021 
The other members of my task force are prepared and ready to contribute at each 
meeting. 

4.00 
(5-point scale) 

3.76 
(5-point scale) 

The steering team is supportive and provides the resources my task force needs to 
be effective. 

4.27 
(5-point scale) 

4.19 
(5-point scale) 

 
(3) What are your results for ethical behavior? 
Results in this category are measured on the annual survey of task force members (1.2b[2]). 
 

 Ethical Behavior 
Source: Thrive Excelsior Task Force Member Survey 

 2020 2021 

Steering team and task force members demonstrate high ethical standards. 
4.33 

(5-point scale) 
4.43 

(5-point scale) 
 

Excelsior Springs Leadership and Governance 
Results 

LeTCI

Level?

Trend?

Comparison?

Integration?
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Writing to your Results Figures
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IN PROCESS AND OUTCOME MEASURES
In Process Measures – Specific steps in a process that lead to a particular outcome metric
Outcome Measures – Measure chosen to assess the impact of the intervention. Outcomes should describe what you want 
to happen after your activity is completed. 

Community Excellence Group Goal Example:  Decrease the number of COVID hospitalizations
In process measure – ??
Outcome measure – Number of COVID hospitalizations

DEVELOPING YOUR RESULTS FIGURES
Don’t try to look bad
Adjust the scale to show the improvement
Show comparisons that make sense
Don’t use charts that are hard to read or understand – such as stacked histograms

Considerations
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Wrap Up – Questions, Final Tips
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