7.2 Workforce-Focused Results

Purpose
This itern asks about vour workforce-focused performance results, which demonstrate how well vou have been creating
and maintaining a productive, caring, engaging, and learning environment for all members of your workforce.

Commentary

Workforce results factors. Results reported might include generic or organization-specific factors. Generic factors might
include safety, absenteeism, turnover, satisfaction, and complaints (grievances). For some measures, such as absenteeism
and turnover, local or regional comparisons might be appropriate. Organization-specific factors are those vou assess to
determine workforce climate and engagement. These factors might include the extent of training, retraining, or cross-
fraining to meet capability and capacity needs; the extent and success of workforce empowerment; the extent of union-
management parinering; or the extent of volunteer involvement in process and program activities.

Workforce capacity and capability. Results reported for indicators of workforce capacity and capability might include
staffing levels across organizational units and certifications to meet skill needs. Additional factors may include
crganizational restructuring, as well as job rotations designed to meet strategic directions or customer requirements.
Backlogs or reductions in backlogs could be indicators of capacity or capability challenges or improvements, respectively.

Workforce engagement. Fesults measures reported for indicators of workforce engagement and satisfaction might
include improvement in local decision making, organizational culture, and workforce knowledge sharing. Input data,
such as the number of cash awards, might be included, but the main emphasis should be on data that show effectiveness
or outcomes. For example, an outcome measure might be increased workforce retention resulting from establishing a
peer recognition program or the number of promotions into leadership positions that have resulted from the
crganization’s leadership development program.

SOURCE: 2019-2020 Baldrige Performance Excellence Framework Criteria Commentary - This
commentary provides brief summaries of the Baldrige Criteria for Performance Excellence categories and
items. It also includes examples and guidance to supplement the notes that follow each Criteria item in
the Baldrige Excellence Framework booklet. For additional free content, and to purchase the booklet, see
www.nist.gov/baldrige/publications.



