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Learning Objectives…

Course Overview

2

Gain a Deeper & More 
Consistent Understanding of 

the Criteria

Apply Six-Step Independent 
Review Process to an Award 

Application

Make High Quality Decisions 
About Choosing Key Factors, 
Strengths / OFIs and Scoring

Write Better Feedback 
Comments Using the 
Comment Guidelines



Agenda Day 1

• Introductions

• Code of Ethics & Professionalism

• Review Baldrige Framework, Criteria Structure

• Pre-work Item 2.1

• Pre-work Item 6.1

• Non Pre-work Process Items 
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Agenda Day 2
4

Review Day 1 Pre-work Item 
7.1

Pre-work Item 
7.2

Non Pre-work 
Items 

Consensus Site Visit Key Themes



Ground Rules
• Mute microphone when not 

speaking

• Cell phones on mute

• Come back from breaks on time

• All ideas are valid

• One conversation at a time

• ELMO

• Have fun

• Others?
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Introductions

• Name

• Organization

• Experience with Baldrige Criteria
• TPE, National, Your Organization, Elsewhere

• Reminder to review TPE Examiner Process in       
Bridge LMS
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Examiners Code of Ethical Conduct & Key Principles

Provide high quality work 
products

Complete assignments 
within agreed-upon 
timeframes

Use effective 
communication skills & 
team behaviors to facilitate 
the consensus process

Adhere to the Code of 
Conduct

Protect the integrity of the 
Awards Process

Exhibit professional conduct 
at all times

Protect the Confidentiality 
of Applicant/ Application

Protect the Applicant’s 
intellectual property & 
proprietary information
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Exhibit TPE’s Values at All Times
Excellence – Diversity & Inclusion – Integrity – Visionary Leadership – Professionalism - Agility



Criteria for Performance Excellence: Systems View
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2021 - 2022 Baldrige Excellence Framework

Criteria Overview & Structure (Pages 1 - 2)

Criteria for Performance Excellence (Pages 3 – 28)

Scoring System (Pages 29 – 34)

Core Values and Concepts (Pages 38 – 43)

Glossary (Pages 46 – 53)
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Steps for Independent Review (IR)
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Review & study Framework 
booklet 

Read entire application Draft Key Factors (KF) Evaluate each item

6-Step Item 
Evaluation ProcessAppendix



6-Step Item 
Evaluation 

Process for IR















Resources for Breakout Sessions

Your Pre-work for Items
2.1, 6.1, 7.1  & 7.2



Segment 1, Round 1

Pre-work Item 2.1

19

Learning Objectives

1. Gain a deeper understanding of 

the criteria requirements 

2. Evaluate and receive feedback 

on pre-work assignments



Pre-work item 2.1 - Overview

•Select and come to consensus for 
• Key Factors 

• Strengths

• OFIs

• Scoring

20



Steps 1 & 2:  Independent Review (IR)

• Independent Review (IR): Steps 1 & 2  
• What are key factors & where are they found?

• How do you decide which 4-6 key factors to 
include?

• Will you change your pre-work as a result of 
this discussion?  

• If yes, what will you change?
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Time: 15 minutes



Potential Key Factors for Item 2.1



Steps 3 & 4 - Application Analysis, Strengths & OFIs

• IR Steps 3 & 4
• How do you analyze the application?  

• What are you looking for ?
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Time: 8 minutes



Breakout Session:  Strengths & OFI

1. Share a strength & rationale for the strength 
and have someone capture in a list.

2. Do another round for OFIs.
3. Reach consensus on which strengths & OFIs 

from the list would make it into the scorebook 
and note them.

4. Report out:
1. What decision criteria did you use to determine 

which strengths and OFIs would go to the 
scorebook?

2. Are there any key factors you might add or remove 
after reaching consensus on strengths and OFIs?
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Time: 12 minutes breakout exercise + 5 minute debrief



Step 5:  Comment Writing

•Actionable

• Main Idea – “Nugget”

• 1 – 2 Examples

• Relevance to Applicant

•Aligned

•Accurate

•Appropriate

25

Appendix



Process Strength “NERD” Comment Example

4.1a(1) Data and information are systematically selected, collected, 

aligned, and integrated to track daily operations and monitor 

progress toward achieving strategic objectives. The applicant selects, 

collects, aligns, and integrates data and information using eight-step 

Performance Management System (Figure 4.1-1) and tracks data and 

information using an automated health informatics system (DDI). 

Alignment and integration are reinforced through a set of dashboards 

cascaded through system's strategic scorecard. Systematically 

gathering appropriate data and information supports daily operations 

and fact-based decision making and sets the conditions to establish 

priorities for continuous improvement and innovation.

Nugget - Evidence – Relevance
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Process OFI “NERD” Comment Example

1.2c(2) It is unclear how the applicant’s activities related to 

determining areas for organizational involvement in supporting and 

strengthening its communities form a well-ordered, repeatable 

approach. Despite key community examples provided by the 

applicant, a process for identifying key communities is not apparent. 

Additionally, for key communities 40 miles east to west and 50 miles 

north to south of area, the organization does not make evident a 

process for determining these key communities within the geographic 

space. The lack of a systematic approach to identify key communities 

and determine areas for organizational involvement may limit the 

applicant’s ability to maintain its strategic advantage of market    

share leadership.

Nugget - Evidence – Relevance 27



Step 5:  Comment Writing

In pairs, each person share a 
feedback-ready comment from 
pre-work assignment for 2.1.  

Have partner evaluate using 
the Comment Guidelines.
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Time: 10 minutes

Appendix



Step 6:  Scoring

How do you determine the 
scoring range & score?
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Process Scoring Guidelines – AD

Approach Deployment

0%-5% No systematic approach is evident; 

information is anecdotal. 
Little or no deployment of any 
systematic approach is evident. 

10%-25% The beginning of a systematic 

approach to the basic question in
the Item is evident. 

The approach is in the early stages of 
deployment in most areas of work 

units, inhibiting progress in achieving 

the basic question of the item. 

30%-45% An effective, systematic approach, 

responsive to the basic question in 
the Item, is evident. 

The approach is deployed, although 
some areas or work units are in early 

stages of deployment. 

50%-65% An effective, systematic approach, 

responsive to the overall questions
in the Item, is evident. 

The approach is well deployed, 

although deployment may vary in 
some areas or work units. 

70%-85% An effective, systematic approach, 

responsive to multiple questions in 
the Item, is evident. 

The approach is well deployed, with 
no significant gaps 

90%-100% An effective, systematic approach, 

fully responsive to the multiple

questions in the Item, is evident. 

The approach is fully deployed without 
significant weaknesses or gaps in any 

areas or work units. 30



Process Scoring Guidelines – LI
Learning Integration

0%-

5%

No evidence of an improvement orientation; 

improvement is achieved through reacting to 

problems. 

No organizational alignment is evident; individual 

areas or work units operate independently. 

10%-

25%

Early stages of a transition from reacting to 

problems to a general improvement orientation are 

evident. 

The approach is aligned with other areas or work 

units largely through joint problem solving 

30%-

45%

The beginning of a systematic approach to 

evaluation and improvement of key processes is 

evident. 

The approach is in the early stages of alignment 

with the basic organizational needs identified in 

response to the Organizational Profile and other 

process items.

50%-

65%

A fact-based, systematic evaluation and 

improvement process and some organizational 

learning, including some innovation, are in place for 

improving the efficiency and effectiveness of key 

processes. 

The approach is aligned with your organizational 

needs as identified in response to the 

Organizational Profile and other process items.

70%-

85%

Fact-based, systematic evaluation and 

improvement and organizational learning, including 

innovation, are key management tools; there is 

clear evidence of refinement as a result of 

organizational-level analysis and sharing. 

The approach is integrated with your current and 

future organizational needs as identified in response 

to the Organizational Profile and other process 

items. 

90%-

100

%

Fact-based, systematic evaluation and 

improvement and organizational learning through 

innovation are key organization-wide tools; 

refinement and innovation, backed by analysis and 

sharing, are evident throughout the organization. 

The approach is well integrated with your current 

and future organizational needs as identified in 

response to the Organizational Profile and other 

process items. 
31



32

Time: 8 minutes + 

3 minute debrief

Step 6:  Determining the Score

How do you determine the 
scoring range & score?

Appendix



Segment 1, Round 2

Pre-work Item 6.1

Improve Your Work:  Overview

33

Learning Objectives

1. To gain a deeper understanding of the criteria 

requirements for item 6.1 taking learnings from the 

first round and using them to improve your work

2. To use the learnings gleaned from the first round 

to evaluate and improve your output (key 

factors, strengths and OFIs, comments & scoring) 

for item 6.1



Potential Key Factors for Item 6.1



Improve Your Work:  
Criteria & Key Factor Discussion

Task:

• Perform a cycle of improvement on your pre-work 

• Look at your notes, and take your learnings from 
previous work and improve your key factors, 
strengths and OFIs, and scoring for item 6.1
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Time: 15 minutes



Group Exercise: Share improvements

1. First, offer up improvements you made to key 
factors (about 7 minutes).

2. Second, offer up improvements to strengths and 
OFIs (about 7 minutes).

3. Third, offer up improvements to the scoring 
(again, about 7 minutes).
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Time: 20 minutes



Non Pre-work Process Items

Group Assignments:

Group 1: Item 1.1 Group 2: Item 3.1

Group 3: Item 4.2 Group 4: Item 5.2

37



Step 1:  Read the criteria

A brief summary of the overall meaning & 
intent of the Criteria item assigned

Bullets indicating:
Points of agreement about the meaning of your 
Criteria question(s)

Examples of what you would expect to see in the 
application to address the requirement

38

Note: Steps 1 & 2 will be completed together 
Total time for both steps: 25 minutes in groups, 5 minute report out



Step 2: Determine most relevant key factors

Group Activity 
• Choose 4–6 key factors. 

• Groups to refer to Consensus Scorebook Key 
Factors Worksheet and choose 4 – 6 that 
resonate most for assigned item.

• Keep list of key factors for future use, but 
you do not need to report out on these.

39

Note: Steps 1 & 2 will be completed together 
Total time for both steps: 25 minutes in groups, 4 minute report out

Appendix



Step 3:  Read & Analyze Item in 
Application

Independent Reading and Analysis

• Read your Criteria item & analyze.

• The goal is to analyze the application identify around six 
potential strengths/OFIs that you will develop in step 4.

• Please make sure to integrate lessons or tips you noted 
previously to improve your analysis.

40

25 minutes



Step 4:  Determining Strengths & OFI

Group Activity (Discussion)
• Using a round-robin approach, share a strength & 

rationale for the strength. Capture in a list.
• Do another round for the OFIs, capturing on the list.
• Decide the most important key strengths/OFIs

• Normally around 6 (for exercise at least one strength & one OFI)

Be prepared to discuss your table’s selected strengths and 
OFIs, and why you would choose to include or not include.

41

15 minutes in groups, 4 minute report out



Step 5:  Draft feedback ready comments

Learning Objective

• Organize the information gleaned from the 
previous four steps & formulate two value-
added comments (one strength and one OFI) 
for the case study applicant organization.
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Step 5:  Draft feedback ready comments

Group Activity 

• Identify one of the most important strengths or OFIs 
from Step 4 

• Develop into feedback ready comment

• Have someone document feedback ready comment

43

Time: 10 minutes + 3 minute debrief



Step 6:  Scoring

How do you determine the 
scoring range & score?

44

Time: 5 minutes 

+ 2 minute debrief

Appendix



Day 1 
Wrap Up

45

KEY LESSONS LEARNED 
FROM TODAY?

LINGERING QUESTIONS?

➢ Short Assignment – Improving Comments

Appendix



THANK YOU!

QUESTIONS?

For further questions/information:

Margot Hoffman

614-425-7157

Margot.Hoffman@partnershipohio.org

46



APPENDIX



2022 – 2023 TPE Examiner Process
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Copansburg Regional Health System Case Study Key Factors





Embrace your inner NERD

54



Application Number:

SCORE SUMMARY WORKSHEET

Total Points Percentage Score Score Scoring

Summary of Possible 0–100% (A x B) Band

Criteria Items Column A Column B Column C Column D 

Category 1 (Process)

1.1 70 0

1.2 50 0

Category Total 120 0

Category 2 (Process)

2.1 45 0

2.2 40 0

Category Total 85 0

Category 3 (Process)

3.1 40 0

3.2 45 0

Category Total 85 0

Category 4 (Process)

4.1 45 0

4.2 45 0

Category Total 90 0

Category 5 (Process)

5.1 40 0

5.2 45 0

Category Total 85 0

Category 6 (Process)

6.1 45 0

6.2 40 0

Category Total 85 0

Process Scoring Band  

$

SUBTOTAL Cat. 1–6 550 0

Category 7 (Results)

7.1 120 0

7.2 80 0

7.3 80 0

7.4 80 0

7.5 90 0

Results Scoring Band  

$

SUBTOTAL Cat. 7 450 0

GRAND TOTAL (D) 1,000 TOTAL SCORE 0





Process Strength “NERD” Comment Example

3.2c  The applicant systematically uses VOC data to create a patient-

focused culture, with evidence of learning. Data are categorized, 

aggregated, and used at multiple levels: front line for quick 

adjustments, middle management for functional changes, and senior 

leadership for new services/investments. Data are aggregated 

quarterly and listening posts and customer segments are evaluated 

annually. This systematic approach may help the applicant achieve 

its strategic objective of top-decile performance in customer 

excellence.

Nugget - Evidence – Relevance
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Process OFI “NERD” Comment Example

5.1a(4) It is unclear how the applicant systematically organizes 

and manages its workforce to reinforce organizational resilience 

and agility. Beyond anecdotal examples of resilience and agility, 

the applicant has not made evident a systematic process to 

organize and manage its workforce to reinforce organizational 

resilience and agility. Additionally, it is not evident how the 

applicant organizes and manages its workforce to reinforce a 

patient focus and exceed performance expectations. 

Systematically organizing its workforce to reinforce organizational 

resilience and agility may help the applicant address its strategic 

opportunity   of embedding resilience in its operations.  

Nugget - Evidence – Relevance
58



Comment Improvement Assignment

For each of the two comments provided, review the comment and using the Baldrige (4A) Comment 
Guidelines identify ways to improve the comment. In the text box below each comment, make notes on 
how to improve the comment or re-write the comment to be more valuable to the applicant.

• Strength Comment:

• 2.1a(1) The applicant uses PDCA for its SPP to ensure cycles of evaluation. The process 

engages senior leaders, and the plan incorporates short-term, long-term and ultra-long 

term planning horizons.  

• How could you improve this Feedback Ready strength comment?

• OFI Comment:

• 2.1b(2) While consideration is given to balancing needs, it is not apparent how the 

applicant considers needs of all stakeholders. For example, it is not clear how needs are 

balanced during budgeting. This approach does not support the applicant’s vision.

• How could you improve this Feedback Ready OFI comment?



EXAMINER TRAINING
DAY 2

November 2022



DAY TWO

Any “Ah Ha!” insights over night? Any lingering questions you didn’t 
ask yesterday?

61

➢ Review Assignment – Improving Comments



Pre-work Item 7.1

62

Select & come to consensus for 

Key factors

Strengths

OFIs

Scoring



Steps 1 & 2:  Independent Review (IR)

Independent Review (IR): Steps 1 & 2  
• What are key factors and where are 
they found?

• How do you decide which 4-6 key 
factors to include?

• Will you change your prework as a 
result of this discussion?  
• If yes, what will you change?
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Potential Key Factors for Item 7.1



Steps 3 & 4: Application Analysis –
Strengths & OFI

•Levels

•Trends

•Comparisons

•Integration
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Step 5:  Comment Writing

• Each person share a feedback-
ready comment from pre-work 
assignment for 7.1 

• Have partner evaluate using the 
Comment Guidelines

66

Time: 10 minutes
Appendix



Results Strength “NERD” Comment
7.5a(1) Most results for key financial performance measures demonstrate 
beneficial trends and show areas of leadership when evaluated against 
relevant benchmarks and comparisons. For example, Net Patient 
Revenue (Figure 7.5-1) results increased from $2,878.20 in 2015 to $3,578 
in 2021, outperforming all competitors and Zandi’s A1 rating, Operating 
Margin (Figure 7.5-2) results increased from 2.4% in 2015 to 4.4% in 2021 
and outperformed Zandi’s A1 rating, and Days Cash on Hands (Figure 
7.5-4) results show a beneficial trend, with levels approaching Zandi’s A1 
in each year, and comparing favorably to Zandi’s A2 each year. Strong 
financial performance may help the organization address its strategic 
challenges of national and state health care payment changes and 
increasing drug costs. 

Nugget Evidence Relevance
67



Results OFI “NERD” Comment
7.5b Most key performance measures for strategic goals/action plans 
do not achieve top-decile performance. The applicant set strategic 
objectives to achieve top-decile in customer excellence, workforce 
excellence, financial excellence, and process excellence and lists 
strategic goals/action plans and key performance measures for 
each of the four objectives (Figure 2.2-2). Only one of the17 key 
performance measures, Operating Margin (Figure 7.5-2), 
demonstrates top-decile performance. Raising performance levels 
for most key performance measures could facilitate the 
achievement of the organization’s strategic objective to reach top-
decile performance. 

Nugget Evidence Relevance
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Step 6:  Scoring

How do you determine the 
scoring range and score?

69

Time: 10 minutes
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Results Scoring Guidelines – LeT

Levels Trends

0%-5% There are no organizational results 

or results are poor.

Trend data are not reported or shown 

mainly adverse trends. 

10%-25% A few organizational performance 

results responsive to basic question 

and early good performance levels 
are evident.

Some trend data are reported, with some 

adverse trends evident.

30%-45% Good organizational performance 

levels responsive to basic question.

Some trend data are reported, and most 

trends are beneficial.

50%-65% Good organizational performance 

levels responsive to overall 

questions.

Beneficial trends are evident in areas of 
importance to the accomplishment of 

organization’s mission.

70%-85% Good-to-excellent organizational 
performance levels responsive to

multiple questions. 

Beneficial trends have sustained over time 
in areas of importance to the 

accomplishment of organization’s mission.

90%-100% Excellent organizational 
performance levels fully responsive 

to multiple questions. 

Beneficial trends have sustained over time 

in all areas of importance to the 

accomplishment of organization’s mission.
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Results Scoring Guidelines – CI

Comparisons Integration

0%-5% Comparative information is not reported. Results are not reported for any areas of 

importance to accomplishment of organization’s 

mission.

10%-25% Little or no comparative information is reported Results are reported for a few areas of 

importance to accomplishment of organization’s 

mission.

30%-45% Early stages of obtaining comparative information 

are evident.

Results are reported for many areas of 

importance to accomplishment of organization’s 

mission.

50%-65% Some current performance levels have been 

evaluated against relevant comparisons &/or 

benchmarks and show areas of good relative 

performance.

Organizational performance results are reported 

for most key customer, market, and process 

requirements.

70%-85% Many to most trends and current performance 

levels have been evaluated against relevant 

comparisons &/or benchmarks and show areas of 

leadership and very good relative performance.

Organizational performance results are reported 

for most key customer, market, process, and 

action plan requirements.

90%-100% Industry and benchmark leadership is 

demonstrated in many areas.

Organizational performance results and 

projections are reported for most key customer, 

market, process, and action plan requirements.
71



Pre-work Item 7.2

• Individual Work:  10 minutes
• Review your Strengths and OFIs for 7.2

• Review your feedback-ready comments

• Review your scoring range and score

• Group Work: 15 minutes
• Share what improvements you would make to your 

pre-work in any of those areas

• Large Group Debrief: 4 minutes

72



Potential Key Factors for Item 7.2



Non Pre-work Items

Group Assignments:

Group 1: Item 7.3a(3)

Group 2: Item 7.4a(1)

Group 3: Item 7.5a(1)
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Step 1: Read the Criteria

75

Group Activity 

Develop brief summary of the overall meaning & 

intent of the entire Criteria item assigned

Capture bullets indicating;

Points of agreement on the meaning of the 

Criteria item 

Examples of what you would expect to see in 

the application in response to Criteria

Note: Steps 1 & 2 will be completed together 
Total time for both steps: 25 minutes in groups, 4 minute report out



Step 2: Determine most relevant key factors

Group Activity 

• Choose 4–6 key factors.
• Refer to Consensus Scorebook Key Factors Worksheet 

& choose 4 - 6 that resonate the most for assigned 
Criteria item.

• Keep list of key factors for future use, but you do not 
need to report out on these.

76

Appendix

Note: Steps 1 & 2 will be completed together 
Total time for both steps: 25 minutes in groups, 4 minute report out



Step 3: Read & Analyze    
Relevant Section of Application

Independent Reading and Analysis

Read your Criteria item area and analyze.

The goal is to analyze the application & identify around   
6 potential strengths/OFIs that you will develop in step 4.

Please make sure to integrate lessons or tips you noted 
previously to improve your analysis.
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20 minutes



Step 4: Determining Strengths & OFIs

Breakout Group Activity (Discussion)
• Using a round-robin approach, share a strength and the 

rationale for the strength. Capture in a list.
• Do another round for the OFIs, capturing on flip list.
• Decide the most important key strengths/OFIs

• Normally around 6 (for exercise at least one strength & one OFI)

Be prepared to discuss your group’s selected strengths & OFIs, 
and why you would choose to include these or not include.
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20 minutes in groups, 4 minute report out



Step 5: Draft feedback ready comments

Learning Objective
• Organize the information gleaned from the previous four 

steps and formulate two value-added comments

Group Activity
• Identify one of the most important strengths or OFIs from 

Step 4
• Develop into feedback ready (NERD) comment
• Have someone document comment

79

Time: 10 minutes + 5 minute debrief



Step 6: Scoring

• Individually assign a score for this item. Refer to the 
key learnings captured in Segment 1.

• Each individual shares his or her score for the item 
and rationale.

• The group discusses the scores and arrives at a 
scoring range and a score that best describes the 
applicant’s level of maturity.

• Record scoring range and score.

80

Appendix

Time: 8 minutes + 2 minute debrief



Consensus Review
Purpose, goals, outcomes

Process

How IR feeds into Consensus

Examiner role

Team Leader role

Note: Consensus Meetings will be conducted virtually.

81
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Site Visit

Purpose goals, outcomes  

Process

How consensus feeds into Site Visit

Examiner role

Team Leader role

Note: Site Visits will be conducted virtually or a hybrid approach.

82
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Key Themes
Appear first in the feedback report

Addressed to applicant’s senior leaders as an executive summary

Summarize most vital issues for organization as a whole, including what the 

organization must do to remain or become competitive and ensure long-

term sustainability

Cut across items, reflect role model practices or important OFIs, relate to a 

key factor, and may tie to a core value 

Strategic in nature, may address how well an organization is managing:

Major change or improvement

Competitiveness or social issues

Significant customer, market, product or technological opportunities, 

challenges

83
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Judging Process: Determination of   
Award Level Recommendations

▪ Lead Judge is advocate for Examiner team
▪ Considers findings of Examiner team with emphasis given to site visit & supporting documents

▪ Assesses applicant’s understanding of performance excellence, leadership commitment, 

systematic performance excellence system in place, evidence of improvement cycles and 

positive results & trends with comparative data & benchmarks 

▪ May consider mitigating factors to implement a performance excellence system and key 

organizational factors &/or applicant’s position in market/sector 

▪ Prepares Judge’s Assessment Form of applicant and provides to Judges prior to Judges’ 

Meeting 

▪ At conclusion of discussion, Judges vote on recommended award level
▪ A two-thirds “yes” vote is required to receive an award level 

▪ For returning applicants, award level recommendations are compared to previous                      

decisions to ensure consistency

▪ Evaluation of judging process & each judge occurs at conclusion of annual cycle                     

to ensure continuous improvement 



Examiner Software

Assistance/Troubleshooting
▪ Demo Video: 

https://www.youtube.com/watch?v=hb6Lfg8z2B8

▪ Lauren Browning, Training and Administration Manager      
(901) 830-4499 
lauren.browning@thepartnershipforexcellence.org

85

https://www.youtube.com/watch?v=hb6Lfg8z2B8
mailto:lauren.browning@thepartnershipforexcellence.org
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STRATEX APEX 
Formatting for Independent Review





THANK YOU!

QUESTIONS?

For further questions/information:

Margot Hoffman

614-425-7157

Margot.Hoffman@partnershipohio.org
88

Please complete survey you will receive via email
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Application Number:

SCORE SUMMARY WORKSHEET

Total Points Percentage Score Score Scoring

Summary of Possible 0–100% (A x B) Band

Criteria Items Column A Column B Column C Column D 

Category 1 (Process)

1.1 70 0

1.2 50 0

Category Total 120 0

Category 2 (Process)

2.1 45 0

2.2 40 0

Category Total 85 0

Category 3 (Process)

3.1 40 0

3.2 45 0

Category Total 85 0

Category 4 (Process)

4.1 45 0

4.2 45 0

Category Total 90 0

Category 5 (Process)

5.1 40 0

5.2 45 0

Category Total 85 0

Category 6 (Process)

6.1 45 0

6.2 40 0

Category Total 85 0

Process Scoring Band  

$

SUBTOTAL Cat. 1–6 550 0

Category 7 (Results)

7.1 120 0

7.2 80 0

7.3 80 0

7.4 80 0

7.5 90 0

Results Scoring Band  

$

SUBTOTAL Cat. 7 450 0

GRAND TOTAL (D) 1,000 TOTAL SCORE 0





Copansburg Regional Health System Case Study Key Factors











Results Strength “NERD” Comment

7.3a(1) The applicant reports multiple results for workforce capacity for 
its various workforce groups and segments that demonstrate favorable 
trends. For example, Physician Capability and Capacity (Figure 7.3-2) 
show the number of physicians with admitting privileges increased 
from 874 in 2017 to 1018 in 2021, the number of new practitioners 
increased from 126 to 232, and resident retention increased from 49% 
to 64% in the same time frame and Workforce Retention Overall (Figure 
7.3-4) increased for all classifications and locations from 2015 to 2021. 
These favorable results may help the applicant address its strategic 
challenge of workforce burnout and shortages.

Nugget Evidence Relevance
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Results OFI “NERD” Comment

7.2a(1) The applicant is missing patient satisfaction results for some 
key outpatient and post-acute care service offerings. Examples of 
missing results include those for outpatient diagnostic and treatment 
facilities, including JV surgery centers, JV imaging centers, and 
urgent care; sounding boards in the emergency room; and daily 
four-question surveys from the meal service. Tracking customer 
satisfaction and engagement data for all services and across the 
continuum of care may enable the organization to identify 
opportunities to better meet customer expectations. 

Nugget Evidence Relevance
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Improving Strength Comment for 2.1a(1)

2.1a(1) The applicant uses PDCA for its SPP to ensure 
cycles of evaluation. The process engages senior leaders, 
and the plan incorporates short-term, long-term and 
ultra-long term planning horizons.  

How did you improve this comment?



Improving Strength Comment for 2.1a(1)
• Original Comment

• 2.1a(1) The applicant uses PDCA for its SPP to ensure cycles of evaluation. The process engages 
senior leaders, and the plan incorporates short-term, long-term and ultra-long term planning 
horizons.  

• Example of Improved Comment
• 2.1a(1) The applicant’s well-deployed and systematic approach to strategic planning benefits 

from cycles of learning and improvement. The 16-step Strategic Planning process (SPP, Figure 
2.1-1) is founded in a PDCA approach to facilitate evaluation and improvement. Planning 
involves the ELT, business-unit SLTs, and board members and inputs to hear the “voice” of 
stakeholders. Planning horizons are set for short term, long term, and ultra-long term. As a 
result of a cycle of learning and improvement, the SPP moved from a three-year planning 
process to annual planning process. Having a systematic SPP may assist the applicant in 
realizing its strategic advantages of market share leadership and resilience. 



Improving OFI Comment for 2.1b(2)

• 2.1b(2) While consideration is given to balancing needs, it is not 
apparent how the applicant considers needs of all stakeholders. 
For example, it is not clear how needs are balanced during 
budgeting. This approach does not support the applicant’s 
vision.

How did you improve this comment?



Improving OFI Comment for 2.1b(2)

• Original Comment
• 2.1b(2) While consideration is given to balancing needs, it is not apparent how the 

applicant considers needs of all stakeholders. For example, it is not clear how needs are 
balanced during budgeting. This approach does not support the applicant’s vision.

• Example of Improved Comment
• 2.1b(2) It is not clear how the applicant systematically considers and balances the needs of 

all key stakeholders in relation to its strategic objectives. Specifically, it is not clear how 
balancing occurs when key stakeholder needs are considered through the budgeting 
process inherent in the action planning process (APP, Figure 2.2-1) nor is it clear how the 
applicant ensures balancing of needs through discussions by the Board of Trustees and 
leadership. An approach to ensure the organization considers and balances the needs of 
all key stakeholders as part of determining strategic objectives may help it enhance the 
future engagement of key stakeholders and to execute its strategies and action plans. 
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