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The Foundation for the Malcolm Baldrige       

National Quality Award

“The award that bears his name reflects the virtues that he brought to public service and 

how he lived in his private life, a commitment to excellence, shrewd judgment and sound 

judgment, principled leadership, integrity, and a sense of responsibility.”

George W. Bush

President of the United States

March 7, 2002

http://www.baldrigefoundation.org/
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Opening Remarks/Agenda
Introduction Al Faber, President & CEO, Baldrige Foundation

Guest Presenters Craig Clapper, founding partner of Healthcare 
Performance Improvement and a partner in Press 
Ganey Transformational Advisory Services

Kathleen Goonan, founder, Goonan Performance 
Strategies and now a partner with Guidehouse

Questions Audience -Ben Sawyer & Al Faber Moderate

Foundation Update Al Faber, President & CEO, Baldrige Foundation

Baldrige Performance Excellence Bob Fangmeyer, Director, BPEP
Program Update

Alliance for Performance Brian Lassiter, Chair, Alliance Board of Directors
Excellence Update

Closing Remarks Al Faber

http://www.baldrigefoundation.org/
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Craig Clapper is a founding partner of Healthcare Performance
Improvement (HPI) and a partner in Press Ganey Transformational
Advisory Services. HPI is a group that specializes in improving human
performance in complex systems using evidence-based methods from
high-reliability organizations. Craig has 30 years experience improving
reliability in nuclear power, transportation, manufacturing, and
healthcare. He specializes in cause analysis, system reliability, and
safety culture transformation.

Kathleen Goonan founded Goonan Performance Strategies (GPS) and
now is a partner with Guidehouse. Since 2002, she has supported
organizations and companies to achieve higher performance in
quality, service and business results through innovative Baldrige-
based approaches. Kate is a physician executive with 30 years
coaching executive teams on transformational strategy and effective
use of Baldrige. Kate joined Navigant Consulting in 2016 and Navigant
became a Guidehouse Company in 2019.

Guests

http://www.baldrigefoundation.org/


4 © 2018 Press Ganey Associates, Inc.

Press Ganey

▪ Pioneered the health care performance improvement movement 

more than 30 years ago

▪ Today, offers an integrated suite of solutions that enables enterprise 

transformation across the patient journey

▪ Delivered through a cutting-edge digital platform built on a 

foundation of data security, Press Ganey solutions address safety, 

clinical excellence, patient experience, and workforce engagement 

▪ Works with more than 33,000 health care facilities in its mission to 

reduce patient suffering and enhance caregiver resilience to improve 

the overall safety, quality and experience of care
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HPI – A Safety and Reliability Solution

Methods based on science and facts

▪ Science of human error and event prevention

▪ Practical experience in high-reliability industries including aviation, 

manufacturing, and nuclear power

Experienced-based mentoring

▪ Over 1,400 hospitals across 119 health systems

- Single hospitals, multi-hospital systems, mega systems

- Medical groups, ambulatory care, LTC, home health

▪ Safety & Reliability collaboratives include 140 organizations

▪ Consulting team with HRO experience and healthcare experience (clinicians, 

non-clinicians, and physicians)

As of December 2019



6 © 2018 Press Ganey Associates, Inc.

high-reliability / HRO

“high-reliability describes the system”

“High Reliability Organizing means using super-traits of socio-technical systems”
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High Reliability Organizations (HROs)

High Reliability Organizations (HROs)

“operate under very trying conditions all the time and yet 

manage to have fewer than their fair share of accidents.”
Managing the Unexpected (Weick & Sutcliffe) 

Risk is a function of probability and consequence.

By decreasing the probability of an accident,

HROs recast a high-risk enterprise as merely a

high-consequence enterprise.

HROs operate as to make systems ultra-safe.
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Scott Sagan

Limits of Safety

Charles Perrow

Normal Accidents

Karlene Roberts

Todd LaPorte
Gene Rochlin

Erik Hollnagel

Barry Turner

Man-Made Accidents

Timothy Vogus

Nick Pidgeon

Man-Made Disasters

1980

Individual Accident Systems of Safety

Diane Vaughn

Normalized Deviance

James Reason

GEMS

Jens Rasmussen

Skill-Rule-Knowledge

Jens Rasmussen

Cognitive Systems Engineering

James Reason

Dynamic Non-Event

HRO

Karl Weick

Kathleen Sutcliffe

Mindfulness

Resilience

Engineering

Richard Cook

Sharp-End

David Woods

Stress-Strain

Sidney Dekker

Humans in Complex Systems

Safety 

Culture

Ronald Westrum

Patrick Hudson

Vernon Bradley

Chong Chiu

Rene Amalberti

5 Barriers
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Example HRO Driver Diagram

HRO

HRO Leader

Skills

Safety Huddles

Technology-based

Cause Solving

Measurement &

Control Loops

Universal 

Skills

• Mutual respect

• Teaming

• Collegiality

• Attention

• Communication

• Thinking

Deference to expertise
Weick & Sutcliffe

Reluctance to simplify interpretation
Weick & Sutcliffe

Sensitivity to operations
Weick & Sutcliffe

Preoccupation with failure
Weick & Sutcliffe

Commitment to resilience
Weick & Sutcliffe

Just Culture
Safety equal to production

Westrum & Hudson

Share risk on vertical axis
Amalberti

Manage visibility of risk
Amalberti

Leaders face-up to bad news
Rickover

Authority overlays result in flat teams
Mercer
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HRO habits

Quality
Experience
Engagement
Efficiency

Harm
Injury

Time

100%

0

Habit Formation



Guidehouse
Health



Guidehouse AT-A-GLANCE
Committed to our people, our clients, and communities

Guidehouse Health Overview12



What We Do

We are a client-centered, mission-driven 

organization focused on solving today’s 

most complex issues facing our clients 

and our world through collaborative 

solution design, bold strategy, and 

innovation that advances conventional 

thinking. 

We incorporate the Baldrige body of 

knowledge into our engagements and 

solutions,  by using the framework and 

the successful practices of Baldrige 

exemplar organizations to show our 

clients what is possible.

Organizational 

Design and 

Strategy

Operational 

Improvement

Business Process 

Management
Advanced 

Analytics

1

3

Mergers and

Acquisitions
Implementation

Technology-enabled
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Why use Baldrige?

Traditional Performance Improvement
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Why Baldrige?

What Organizations Face…

Improve reward & recognition

Improve safety

Improve accuracy

Improve cycle time
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Why Baldrige?

Performance Excellence – Building required 

systems, processes, behavior, culture
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Baldrige Process 

Early 

Implementation

Baldrige Process 

Fully Deployed 

2019 2020 2021 2022 2023

Sustainable 

Improvements 

& Capabilities



▪ Given who you want 

to be, do you have 

the leadership 

capabilities to get 

there?

▪ Do you have the 

leadership processes 

and behaviors in 

place to achieve 

better performance?

Guidehouse Health Overview17

Baldrige Framework

Diagnostic and Capability Building

Leadership

Focus 



▪ How do managers 

design, manage and 

improve key work 

systems & processes?

▪ How do you design 

work to support your 

workforce? 

▪ How do you engage the 

workforce in improving 

the work, including 

physicians?

▪ How grow highly 

reliable?

Guidehouse Health Overview18

Baldrige Framework

Diagnostic and Capability Building
Operational 

Systems
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How best use Baldrige? 

Baldrige and High Reliability Work Together

A ROBUST FRAMEWORK TO EMPOWER YOU TO MOVE TOWARDS HIGH PERFORMANCE

KEY

• YOUR KEY PRIORITY CONCERNS

• YOUR HIGH RELIABILITY CULTURE 

AND MECHANISMS

• BALDRIGE CATEGORIES

• CAPABILITIES ESSENTIAL

FOR SUCCESS – HIGH LEVEL

• TECHNOLOGY PLATFORM

Measurement & Analysis

Managed Care 

Patient Experience / Customer

High Reliability Journey

Clinical Operations

Workforce

Operations

Results including Financial Impact

Strategy

Leadership / Governance

Workforce  

Technology (IT platform)

DELIVER HIGH PERFORMANCE

I

II

III

IV

V

VI

VII
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Baldrige Foundation Update

Al Faber

President & CEO

Baldridge Foundation

http://www.baldrigefoundation.org/
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$2.2 million

2021 Budget

http://www.baldrigefoundation.org/
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Foundation Radio Show & Leader Dialogue Website

https://leaderdialogue.com/why-baldrige/

http://businessradiox.com/our-studios/gwinnett-2/leader-dialogue/

Average Downloads

124,000

Kay Kendall

CEO, BaldrigeCoach

http://www.baldrigefoundation.org/
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Baldrige Program Update

Bob Fangmeyer

Director

Baldridge Performance Excellence Program

26

http://www.baldrigefoundation.org/


Baldrige Performance Excellence Program | www.nist.gov/baldrige

2020

Baldrige Program Update

Strategic

• Pledge to America’s Workers Presidential Award

• Award Process Redesign

• Contingency planning

Operational

• Examiner selection/notification

• Award Ceremony and Quest for Excellence conference

• Preparing for examiner training and the award process
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Brian Lassiter

Chair

Alliance for Performance Excellence

Alliance for Performance Excellence Update

http://www.baldrigefoundation.org/
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Reminder: Alliance is National Network of 
Baldrige-Based Programs

• Mission: “Enhancing Our Members’ Ability to Grow 
Baldrige-based Performance Excellence”

• Vision: To be the premier resource for a thriving 
Baldrige community

• 29 programs serving 50 states and US Territories

• Nearly 1600 annual applications received (180  full)

• Nearly 1700 examiners, 37 staff, 700 other volunteers

• Over 2,500 members, ~$9M combined budget

http://www.baldrigefoundation.org/
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Alliance for Performance Excellence

• Get Involved: to find your local Baldrige-based 
program, visit http://baldrigealliance.org/

• 2020 Baldrige Fall Conference set!
• October 21-22 in Milwaukee
• 2021 Location to be announced later this spring

• Continuing work on strategic Task Forces:
• Guidelines for lower levels of Tiered Awards
• Communities of Excellence 2026 partnership

• Collaborating with Baldrige Enterprise on Task Forces

http://www.baldrigefoundation.org/
http://baldrigealliance.org/
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Baldrige – America’s Best Investment

A Special Thanks to Our Donors & Sponsors!
The Baldrige Family

Midge, Molly, & 
Megan

Quarterly Webinar – March 2020

http://www.baldrigefoundation.org/

