
www.baldrigeinstitute.org

Institute for Performance Excellence Webinar – August 25, 2022

www.baldrigeinstitute.org

The Baldrige Foundation
Institute for Performance Excellence

Presents:

Creating a Culture of Excellence
Operationalize Culture by Focusing on Process

August 25, 2022



www.baldrigeinstitute.org

Institute for Performance Excellence Webinar – August 25, 2022

www.baldrigeinstitute.org

Institute for Performance Excellence Webinar – August 25, 2022

America’s Best Investment

A Special Thanks to Our Donors & Sponsors!

Mac Baldrige Society
Institute Trustees



www.baldrigeinstitute.org

Institute for Performance Excellence Webinar – August 25, 2022

www.baldrigeinstitute.org

Institute for Performance Excellence Webinar – August 25, 2022

Opening Remarks/Agenda

Introduction Al Faber, President & CEO, Baldrige Foundation

Presenter Paul Worstell, Retired President, Pro-Tec Coating Company

Audience Moderator – Al Faber
Questions

Closing Al Faber Remarks



www.baldrigeinstitute.org

Institute for Performance Excellence Webinar – August 25, 2022

Creating a Culture of Excellence
Operationalize Culture by Focusing on Process

Paul Worstell

Retired President, Pro-Tec Coating 
Company

Presenter Notes
Presentation Notes





Culture
Every organization has a culture.

Culture is defined by your values.

Values are defined by your 

organizational behaviors.



My goal is to present “Culture of Excellence” as 
process through examples of personal, strongly 
held beliefs so that you might find a few examples 
that have practical application in your 
organization.



Creating a Culture of Excellence
1. Clarity of purpose
2. Over-communication
3. Trust through leadership
4. Clear expectations of behavior
5. A clear line of sight





1.1 Clarity of Purpose
Leadership team creates, 
renews and deploys Mission, 
Values and Vision annually. 
Share your MVV with passion 
and clarity.



1.1 Mission
It is our purpose.
It is why we exist. 



1.1 Values
Enduring beliefs that describe 
what is important to your 
organization.



1.1 Vision
A clear, concrete 
picture of what 
the organization 
will look like in 
the future pursuit 
of its mission.



1.2 Clarity of Purpose
Display Mission and Values 
throughout your facility. Make 
them symbolically 
important.



1.3 Clarity of Purpose
Include Mission on 
business cards, 
letterhead and email 
signatures.



1.4 Clarity of Purpose
Issue business cards to 
every employee - it 
may be the most 
important investment 
you make. 



1.5 Clarity of Purpose



2.1 Over-Communicate Purpose



2.2 Over-Communicate Purpose
Each time change is introduced to your 
organization, it is linked to MVV. 



2.3 Over-Communicate Purpose
Search for opportunities to talk about your MVV.



2.4 Over-Communicate Purpose
Senior leader welcomes new employees on day 
one of employee orientation with culture 
communication. 



2.5 Over-Communicate Purpose
Publish quarterly 
employee 
newsletter. MV
& senior leader 
message on 
page one. 



3.1 Build Trust through Leadership

KINDNESS IS NOT WEAKNESS.

Leaders exhibit humility with an 
“iron will” (fierce resolve). 



3.2 Build Trust through Leadership
Simply put, speak 
the truth. Your team 
doesn’t have to like 
you but they must 
trust you. 



3.3 Build Trust through Leadership
THE WINDOW AND 
THE MIRROR

Deflect praise and 
credit for success. 
Accept 
responsibility for 
problems. 



3.4 Build Trust through Leadership
Leaders are 
approachable. 
Doors are rarely 
closed. There are 
windows in all doors 
to offices, 
conference rooms 
and meeting 
spaces.



3.5 Build Trust through Leadership
Have no reserved 
parking spots. Get 
there early and you 
can park close. If 
not, the walk will do 
you good.



4.1 Define Clear Behavior Expectations
Be visible, accessible, 
predictable, accountable 
and approachable.

MBWA



4.2 Define Clear Behavior Expectations



4.3 Define Clear Behavior Expectations
Senior leaders 
must model 
desired behaviors.



4.4 Define Clear Behavior Expectations
Demonstrate 
desired behaviors 
with all stakeholders 
(suppliers, 
customers, 
community), not 
just employees.



4.5 Define Clear Behavior Expectations
Coach up or coach out the net 
negatives.

● “We got this.”
● “What took you so long?”



5.1 Create Line of Sight

"What is most important
to your organization?"

EMBEDDED
CORE BELIEF



5.2 Create Line of Sight
Leaders align 
organizational goals 
with individual goals. 
Cascade from MVV 
to organizational 
objectives and 
personal goals. 



5.3 Create Line of Sight
Include personal 
goals on each 
employee 
performance 
review that align 
to MVV.



5.4 Create Line of Sight
Begin every 
monthly 
meeting with a 
goal statement 
review. 
VFOs: Vital Few 
Objectives



5.5 Create Line of Sight
Ownership: search for 
opportunities to 
connect team to 
customer. 



Cultural Excellence is Not Complicated!

Culture of Excellence

Be Visible

Be Accessible

Be Predictable

Be Accountable

Be Approachable



One Final Story…
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