
CITY TIME LINE FOR MALCOLM
BALDRIGE EXECUTION AND 
OVERVIEW OF THE SEVEN 

CRITERIA FOR PERFORMANCE 
EXCELLENCE

BY:   L ISA  PARKER,  F INANCE D IRECTOR

DECEMBER 11 ,  2007



ÅLeadership

2/19/08

ÅStrategic 
Planning

3/4/08
ÅCustomer and 
Market Focus

3/18/2008

ÅMeasurement, 
Analysis and 
Knowledge 
Management

4/1/2008
ÅWorkforce 
Focus

4/15/2008

ÅProcess 
Management

5/6/2008
ÅResults

5/20/2008



ÅLeadership

6/17/2008

ÅStrategic 
Planning

7/1/2008
ÅCustomer and 
Market Focus

7/15/2008

ÅMeasurement, 
Analysis and 
Knowledge 
Management

8/5/2008
ÅWorkforce 
Focus

8/19/2008

ÅProcess 
Management

9/2/2008
ÅResults

9/16/2008



Senior Leadership ï
How do your senior 

leaders lead

(70 points)

Describe how senior 
leaders guide and 
sustain the City of Saco.

Describe how senior 
leaders communicate 
within our workforce 
and encourage high 
performance.

Vision and Values -

Ç How do senior leaders set organizational vision and values?

Ç How do senior leaders deploy the cityôs vision and values through our leadership system, 
to the workforce, to key suppliers and partners, and to customers and other 
stakeholders, as appropriate?

Ç How do senior leaders personal actions reflect a commitment to the cityôs values?

Ç How do senior leaders personally promote an organizational environment that fosters, 
requires, and results in legal and ethical behavior?

Ç How do senior leaders create a sustainable organization?

Ç How do senior leaders create an environment for organizational performance 
improvement, the accomplishment of your mission and strategic objectives, 
innovation, competitive or role model performance  leadership, and 
organizational agility?

Ç How do they create an environment for organizational and workforce learning?

Ç How do they personally participate in succession planning and the development of future 
city leaders?

Communication and Organizational Performance -

Ç How do senior leaders communicate with and engage the entire workforce?

Ç How do senior leaders encourage frank, two-way communication throughout the city?

Ç How do senior leaders communicate key decisions?

Ç How do senior leaders take an active role in reward and recognition programs to 
reinforce high performance and customer and business focus?

Ç How do senior leaders create a focus on action to accomplish the cityôs objectives, 
improve performance, and attain its vision?

Ç What performance measures do senior leaders regularly review to inform them on 
needed actions?

Ç How do senior leaders include a focus on creating and balancing value for customers and 
other stakeholders in their cityôs performance expectations?



Governance and Social 
Responsibilities ïHow 

do you govern and 
address your social 

responsibilities

(50 points)

Describe the cityôs 
governance system.

Describe how the city 
addresses its 
responsibilities to the 
public, ensures ethical 
behavior and practices 
good citizenship.

Organizational Governance -

Ç How does the city review and achieve the following key aspects of our governance 
system:

Á accountability for managementôs actions

Á fiscal accountability

Á transparency in operations and selection of and disclosure policies for governance 
board members 

Á independence in internal and external audits

Á protection of stakeholder interests

Ç How does the city evaluate the performance of our senior leaders, including the 
chief executive?

Ç How does the city evaluate the performance of members of our city council?

Ç How do senior leaders and the city council use these performance reviews to further 
develop and to improve both their personal leadership effectiveness and that of our 
council and leadership system?

Legal and ethical behavior -

Ç How does the city address any adverse impacts on society of our products, services, 
and operations?

Ç How does the city anticipate public concerns with current and future products, 
services and operations?

Ç How does the city prepare for these concerns in a proactive manner, including using 
resource-sustaining processes?

Ç What are the cityôs key compliance processes, measures and goals for achieving and 
surpassing regulatory and legal requirements?

Ç What are the cityôs key processes, measures, and goals for addressing risks 
associated with our products, services and operations?

Ç How does the city promote and ensure ethical behavior in all of our interactions?

Ç What are the cityôs key processes and measures or indicators for enabling and 
monitoring ethical behavior in our governance structure, throughout the entire city, 
and in interactions with customers, partners, and other stakeholders?

Ç How does the city monitor and respond to breaches of ethical behavior?



Governance and Social 
Responsibilities ïHow 

do you govern and 
address your social 

responsibilities

(50 points)

Describe the cityôs 
governance system.

Describe how the city 
addresses its 
responsibilities to the 
public, ensures ethical 
behavior and practices 
good citizenship.

Support of Key Communities -

Ç How does the city actively support and strengthen our key 
communities?

Ç How does the city identify key communities and determine areas 
of emphasis for organizational involvement and support?

Ç What are the cityôs key communities?

Ç How do the cityôs senior leaders, in concert with the workforce, 
contribute to improving these communities?



Strategy Development ï
How do you develop your 

strategy

(40 points)

Describe how the city 
determines its strategic 
challenges and 
advantages.

Describe how the city 
establishes its strategy 
and strategic objectives to 
address these challenges 
and enhance its 
advantages.

Summarize the cityôs key 
strategic objectives and 
their related goals.

Strategy Development Process -

Ç How does the city conduct its strategic planning?

Ç What are the key process steps?

Ç Who are the key participants?

Ç How does our process identify potential blind spots?

Ç How does the city determine our strategic challenges and advantages, as identified in the 
cityôs organizational profile?

Ç What are the cityôs short and longer-term planning time horizons?

Ç How are these time horizons set?

Ç How does the cityôs strategic planning process address these time horizons?

Ç How does the city ensure that strategic planning addresses the key factors listed below?

Ç How does the city collect and analyze relevant data and information pertaining to these 
factors as part of our strategic planning process:

Á the cityôs strengths, weaknesses, opportunities and threats

Á early indications of major shifts in technology, markets, customer preferences, 
competition, or the regulatory environment

Á long-term organizational sustainability

Á the cityôs ability to execute the strategic plan

Strategic Objectives -

Ç What are the cityôs key strategic objectives and the timetable for accomplishing them?

Ç What are the most important goals for these strategic objectives?

Ç How does the cityôs strategic objectives address the strategic challenges and strategic 
advantages of the city?

Ç How do the strategic objectives address our opportunities for innovation in products and 
services, operations, and the business model?

Ç How does the city ensure that our strategic objectives balance short and longer term 
challenges and opportunities?

Ç How does the city ensure that our strategic objectives balance the needs of all key 
stakeholders?



Strategy Deployment ï
How do you deploy your 

strategy

(45 points)

Describe how the city 
converts its strategic 
objectives into action 
plans.

Summarize the cityôs 
action plans and related 
key performance 
measures or indicators.

Project the cityôs future 
performance relative to 
the key comparisons on 
these performance 
measures or indicators.

Action Plan Development and Deployment -

Ç How does the city develop and deploy action plans throughout the city to achieve our key 
strategic objectives?

Ç How does the city ensure that the key outcomes of our action plans can be sustained?

Ç How does the city ensure that adequate financial and other resources are available to 
support the accomplishment of our action plans?

Ç How does the city allocate these resources to support the accomplishment of the plans?

Ç How does the city assess the financial and other risks associated with the plans?

Ç How does the city balance resources to ensure adequate resources to meet current 
obligations?

Ç How does the city establish and deploy modified action plans if circumstances require a 
shift in plans and rapid execution of new plans?

Ç What are the cityôs key short and longer term action plans?

Ç What are the key planned changes, if any, in the cityôs products and services, our 
customers and markets, and how the city will operate?

Ç What are the cityôs key human resource plans to accomplish our short and longer term 
strategic objectives and action plans?

Ç How do the plans address potential impacts on people in our workforce and any potential 
changes to workforce capability and capacity needs?

Ç What are the cityôs key performance measures or indicators for tracking progress on our 
action plans?  

Ç How does the city ensure that the measurement system covers all key deployment areas 
and stakeholders?

Performance Projection -

Ç For the key performance measures or indicators identified above, what are the cityôs 
performance projections for both our short and longer term planning time horizons?

Ç How are these projections determined?

Ç How does our projected performance compare with the projected performance of our 
competitors or comparable organizations?

Ç How does it compare with key benchmarks, goals, and past performance?

Ç How does the city ensure progress so that we will meet our projections?

Ç If there are current or projected gaps in performance against our competitors or 
comparable organizations, how will we address them?



Customer and Market 
Knowledge ïHow does 
the city obtain and use 
customer and market 

knowledge

(40 points)

Describe how the city 
determines requirements, 
needs, expectations, and 
preferences of customers 
and markets to ensure 
the continuing relevance 
of our products and 
services and to develop 
new business 
opportunities.

Customer and Market Knowledge -

Ç How does the city identify customers, customer groups, and market 
segments?

Ç How does the city determine which customers, customer groups and market 
segments to pursue for current and future products and services?

Ç How does the city include customers of competitors and other potential 
customers and markets in this determination?

Ç How does the city use the voice of the customer to determine key customer 
requirements, needs, and changing expectations (including product and 
service features) and their relative importance to customers purchasing or 
relationship decisions?

Ç How do our listening methods vary for different customers, customer 
groups or market segments?

Ç How does the city use relevant information and feedback from current and 
former customers, including market and sales information, customer loyalty 
and retention data, customer referrals, win/loss analysis, and complaint 
data for purposes of planning products and services, marketing, making 
work system and work process improvements, and developing new business 
opportunities?

Ç How does the city use voice-of-the-customer information and feedback to 
become more customer focused, to better satisfy customer needs and 
desires, and to identify opportunities for innovation?

Ç How does the city keep our customers and market listening and learning 
methods current with business needs and directions, including changes in 
our marketplace?



Customer  Relationships 
and Satisfaction ïHow 

do you build 
relationships and grow 

customer satisfaction and 
loyalty

(45 points)

Describe how the city 
builds relationships to 
acquire, satisfy, and 
retain customers and to 
increase customer 
loyalty.

Describe how the city 
determines customer 
satisfaction and 
dissatisfaction.

Customer Relationship Building -

Ç How does the city build relationships to acquire customers, to 
meet and exceed their expectations, to increase loyalty and 
repeat business, and to gain positive referrals?

Ç How do the cityôs key access mechanisms enable customers to 
seek information, conduct business, and make complaints?

Ç What are the cityôs key access mechanisms?

Ç How does the city determine key customer contact 
requirements for each mode of customer access?

Ç How does the city ensure that these contact requirements are 
deployed to all people and processes involved in the customer 
response chain?

Ç How does the city manage complaints?

Ç How does the city ensure that complaints are resolved 
effectively and promptly?

Ç How does the city minimize customer dissatisfaction and, as 
appropriate, loss of repeat business and referrals?

Ç How are complaints aggregated and analyzed for use in 
improvement throughout the city and by our partners?

Ç How does the city keep our approaches to building 
relationships and providing customer access current with 
business needs and directions?


