
 

Baldrige:  What It Is 

 The U.S. Congress legislated the Baldrige Award in 1987. The first awards were 
presented in 1988.  

Each year, applicants for the Baldrige Award prepare detailed assessments of their 
management systems. Their applications respond to the Criteria for Performance 
Excellence. The Criteria are built upon a set of 11 interrelated core values and 
concepts. The seven Criteria Categories provide a systems perspective of the 
elements essential to achieving performance excellence.  

Manufacturers, service businesses, small businesses, education organizations, and 
health care organizations are currently eligible for the Baldrige Award. Non-profit 
organizations and government agencies will be eligible in 2007. Baldrige-based state 
award programs may have additional categories that include non-profits and 
government agencies. You can get a list of state award programs through the 
Baldrige office at nqp@nist.gov. 

 The Criteria are built upon a set of core values and concepts that include visionary leadership, customer-
driven excellence, valuing employees and partners, management by fact, and a focus on results and 
creating value. These core values are embodied in the seven Baldrige Categories (shown here for 
business): 

1. Leadership  
2. Strategic Planning  
3. Customer and Market Focus  
4. Measurement, Analysis, and Knowledge  

Management  
5. Human Resource Focus  
6. Process Management  
7. Business Results  

 

Contact Steve George at SteveGeorge@baldrige.com or at 952-927-7437. 
3381 Gorham Ave., Ste. 203, Minneapolis, MN 55426 

 

Baldrige is about results, and the results of Baldrige Award winners prove that it works. Here are just a few 
examples (you can get more details in the profiles of winners at the Baldrige program's Web site): 

 Customers: Several are market share leaders - one company grew market share 50% in six years; another 
exceeds customer expectations twice as often as its competitors; healthcare winners rank in 99th percentile 
in patient satisfaction; eighth-graders' enthusiasm for learning reading and science jumped from 42% to 82% 
in one year; parent satisfaction up from 62% to 96% 

 Employees/Staff: Turnover cut in half; nurse retention to 99%; average 75 hours or more of training per 
employee per year; employee satisfaction "best-in-class"; faculty satisfaction at 96% 

 Quality: Quality ratings 21% higher than closest competitor; 100+ awards for excellence - for one company; 
service delivery 13 times faster than competitors; among highest public high school graduation rates in the 
country 

 Financial: Revenue doubled in four years; revenue grew 15% per year since 1998; profits up 54% while 
industry declined 35% 
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RETAIL PLAN:  THE BALDRIGE COMPETITION 
 
 
You will provide retail marketing and management recommendations for the company of your choice.  
Your company must have a retail location you can visit and a website.  Although you will not be 
actually submitting your document to the Baldrige competition, you will experience what must be taken 
into consideration (when developing a plan) to meet high quality standards, such as those required to 
win the Baldrige award.   
 
 
PART 1: DUE ON SEPTEMBER 30, 2012  

 
CUSTOMER & MARKETING FOCUS 
 

1. Reference Chapter 2 in your textbook.  Identify which type of retailer your company falls into 
and justify your answer by describing how they meet each of the categories (variety, 
assortment, service, prices, size, locations).   
 

a. To receive full points there must be sufficient detail so the reader can envision the 
location without having to physically be there. 

 
2. Reference Chapter 3 in your textbook and explain how your company uses its web site to work 

with and/or support the physical location.   
 

a. Identify 3 things you like about the web site and 3 things that could be improved. 
b. Describe 3 things you would change about the web site to make it more effective – 

explain how each idea makes it more effective. 
 

3. Reference Chapter 4 and identify 3 products in your retailer’s physical or online store that 
would be purchased to fulfill a Utilitarian Need and 3 that would be purchased to fulfill a 
Hedonic Need – explain why you place each one in that category.   

 
4. Walk around the retail location and profile the average customer – what gender are they, what 

age, etc.   
 

a. Reference Chapter 4 and explain 3 Social Factors, which you feel may influence this 
type of customer’s buying decision – for each one describe what the retailer could do to 
help influence the customer.  

 
 
 
PART 2: DUE ON NOVEMBER 4, 2012 
 
STRATEGIC PLANNING & BUSINESS RESULTS 
  

 Complete this chart – called a SWOT Analysis with at least 4 bullet points in each box.   
 

o For example, a strength your retailer has could be they are located in a high-traffic 
location, a weaknesses could be they are located in a low-traffic location, a threat could 
be that the weak economy causes people to spend less.    
 

o Your opportunities should be based on the “threats;” for example the bad economy 
causing people to spend less could indicate an opportunity to begin carrying a lower 
cost line of product. 



 

 
 

STRENGTHS 
 
 

WEAKNESSES 

OPPORTUNITIES 
 
 

THREATS 

 
 

1. Reference Chapter 5 and in no more than 3 sentences, state what gives this retailer a 
Sustainable Competitive Advantage.  
 

a. Explain how this positions this retailer as superior and/or different from its competition 
(site 3 competitors and provide your justification for each one separately). 

 
2. Reference Chapter 7 and identify one another type of location (for your retail store) that would 

still be convenient for their type of customer – explain your answer. 
 

3. Define your PRIMARY business objective, which must be defined in terms of what type of 
Growth Orientation is the most critical at this time.   
 

a. Why is this objective appropriate at this time of the business’ life?   
b. Examples could be increasing sales if the company is new, increasing efficiency if the 

stores are always busy with long lines, etc.   
 

 
PART 3: DUE ON DECEMBER  2, 2012 
 
LEADERSHIP, HUMAN RESOURCES, MEASUREMENT & PROCESS MANAGEMENT 

 
1. Reference chapter 16 and describe what type of Formal and On-the-job training you would 

recommend for new employees.   
 

o How often would you do refresher training for employees and what would you focus on 
in the training – explain your answers.   
 

o Explain 5 Intrinsic rewards you would offer to employees and explain why you feel each 
would be effective in motivating and retaining employees.   

 
o Describe 3 ways you would measure how well an employee is meeting their objectives. 

 
2. After walking through your retail store several times, on different days and at different times of 

the day, explain how efficient the store operates (ie. do the cashier lines move quickly) – 
identify 3 things you notice.   
 

o Describe 3 things you would do to improve the store operations to make it more 
customer service oriented. 

 
 
 
 
 

 


