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Site Visit Review

The worksheets in this section 

are used only for 

Site Visit Review.

Full instructions and samples for the Site Visit Scorebook are included in the 
Site Visit Manual. 
GENERAL INFORMATION
Site Visit Scorebook Components and Order
After finishing the Site Visit Scorebook, the Site Visit Team assembles the completed scorebook in the following order:

1. Cover sheet

2. Summary of Sites Visited

3. Key Factors Worksheet—Site Visit 

4. Key Themes Worksheet 
5. Highest-Ranking Official Interview Worksheet
6. Process Item Worksheets
7. Results Item Worksheets
8. Site Visit Issue Worksheets for Process Items
9. Site Visit Issue Worksheets for Results Items
10. Score Summary Worksheet—Site Visit

11. Signature page


Site Visit Scorebook Submission
At the conclusion of the site visit, three electronic versions of the Site Visit Scorebook are made: one each for the NIST Monitor, the Team Leader, and the Backup Team Leader. In addition, the NIST Monitor must retain a paper copy of the signature page, and it is advisable for the Monitor to retain a paper version of the entire Site Visit Scorebook. Paper versions of the scorebook are optional for the Team Leader and the Backup Team Leader. 
The Team Leader may review the scorebook to make final refinements and upload the final version to examinerdepot by Monday, COB Central Time, immediately following the completion of the site visit.
Baldrige National Quality Program ( National Institute of Standards and Technology ( Department of Commerce

2009

Site Visit Scorebook

	Applicant Number
	     


Criteria, Score Summary Worksheet, and Scoring Guidelines Used:

	     
	Business/Nonprofit
	     
	Health Care
	     
	Education


SUMMARY OF SITES VISITED
This worksheet conveys the extent and thoroughness of the site visit.

	Length of the site visit (number of days with the applicant)



	Sites visited (List the major applicant’s sites visited, and describe any important aspects of the sites that are not apparent from the Site Listing and Descriptors section in the Eligibility Certification Form.)



	Approaches used to evaluate sites not visited, including sites outside the United States (if appropriate)



	Other information on the team’s strategy for a thorough site visit (e.g., categories, types, and shifts of employees interviewed)




KEY FACTORS WORKSHEET—SITE VISIT
To begin the evaluation process, review the applicant’s Organizational Profile and the Eligibility Certification Form. List the key business/organization factors for this applicant, using the Areas to Address (Organizational Environment, Organizational Relationships, Competitive Environment, Strategic Context, and Performance Improvement System) in the order presented in the Preface: Organizational Profile section of the appropriate Criteria for Performance Excellence booklet. 
P.1a Organizational Environment

P.1b Organizational Relationships

P.2a Competitive Environment

· .

P.2b Strategic Context
P.2c Performance Improvement System

Thinking about the questions in the Organizational Profile, did the team have any new insights about the applicant as a result of the site visit?
KEY THEMES WORKSHEET
This worksheet provides an overall summary of the key points in the evaluation of the application. A key theme is a strength or opportunity for improvement that addresses a central requirement of the Criteria, is common to more than one Item or Category (is crosscutting), is especially significant in terms of the applicant’s key factors, and/or addresses a Core Value of the Criteria. 

The Key Themes Worksheet should respond to the three questions below:

a.
What are the most important strengths or outstanding practices (of potential value to other organizations) identified in the applicant’s response to Process Items?
b.
What are the most significant opportunities, concerns, or vulnerabilities identified in the applicant’s response to Process Items?
c.
Considering the applicant’s key business/organization factors, what are the most significant strengths found in its response to Results Items?
d.
Considering the applicant’s key business/organization factors, what are the most significant opportunities, vulnerabilities, and/or gaps (related to data, comparisons, linkages) found in its response to Results Items?
HIGHEST-RANKING OFFICIAL INTERVIEW WORKSHEET 


The purpose of this worksheet is to summarize key discussions that emerge during the conversation among the Team Leader, NIST Monitor, and the Highest-Ranking Official (HRO). This sheet should be used to share information with the Site Visit Team members and will be included as part of the Site Visit Scorebook that goes to the Judges.

A discussion of the content of this worksheet typically would take place the evening after the HRO interview has been conducted. Based on this discussion, decisions regarding issues that either require further investigation or need to be documented in the scorebook would be made.

NOTE: In determining role models, NIST conducts record checks on site-visited applicants and the HRO to verify that they are in compliance with legal and regulatory requirements. Pertinent findings from these record checks will be shared with the Team Leader by the NIST Monitor prior to the site visit. It is possible that the HRO may divulge other sensitive or confidential information during the interview. Team Leaders should carefully consider whether or not it is appropriate to share such information and, if so, how it can be done while maintaining confidentiality. Guidance can be obtained from either the NIST Monitor or the BNQP Program Office. It also should be noted that these record checks are the only source of information not contained in the application that should be used by the team. Examiners are still prohibited from conducting searches of their own, even if they are limited to information in the public domain.

Standard Questions:

Have any major changes, organizational or other, occurred since the application was submitted? What, if any, major changes do you expect over the next several years?

Are any sanctions, under law or regulations, or lawsuits pending against the organization or its executives? Have you recently settled, or do you intend to settle any such sanctions or lawsuits?
If your organization were to be selected as an Award recipient, can you think of anything that might cause embarrassment to the Baldrige Program, the U.S. government, or yourself?

Do you wish to explain any issues that you think the Baldrige Program may uncover in our routine background check?

Organization-Specific Questions (including any issues resulting from the background checks not discussed in answering the questions above):

Process Item Worksheet 





Site Visit 

	Item

Ref.
	Strength Comments at Consensus
	Summary of Conclusions and Impact on Comments
	Strength Comments After Site Visit

	
	
	
	


	Item

Ref.
	OFI Comments at Consensus
	Summary of Conclusions and Impact on Comments
	OFI Comments After Site Visit

	
	
	
	


Process Item Evaluation Factor Score Summary
	Factor
	0–5%
	10–25%
	30–45%
	50–65%
	70–85%
	90–100%

	Approach

@ Consensus

@ Site
	No systematic approach to Item requirements is evident; information is anecdotal.
	The beginning of a systematic approach to the basic requirements of the Item is evident.
	An effective, systematic approach, responsive to the basic requirements of the Item, is evident.
	An effective, systematic approach, responsive to the overall requirements of the Item, is evident.
	An effective, systematic approach, responsive to the multiple requirements of the Item, is evident.
	An effective, systematic approach, fully responsive to the multiple requirements of the Item, is evident.

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Deployment

@ Consensus

@ Site
	Little or no deployment of any systematic approach is evident.
	The approach is in the early stages of deployment in most areas or work units, inhibiting progress in achieving the basic requirements of the Item.
	The approach is deployed, although some areas or work units are in early stages of deployment.
	The approach is well deployed, although deployment may vary in some areas or work units.
	The approach is well deployed, with no significant gaps.
	The approach is fully deployed without significant weaknesses or gaps in any areas or work units.

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Learning

@ Consensus

@ Site
	An improvement orientation is not evident; improvement is achieved through reacting to problems.
	Early stages of a transition from reacting to problems to a general improvement orientation are evident.
	The beginning of a systematic approach to evaluation and improvement of key processes is evident.
	A fact-based, systematic evaluation and improvement process and some organizational learning, including innovation, are in place for improving the efficiency and effectiveness of key processes.
	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.
	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.

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Integration

@ Consensus

@ Site
	No organizational alignment is evident; individual areas or work units operate independently.
	The approach is aligned with other areas or work units largely through joint problem solving.
	The approach is in the early stages of alignment with basic organizational needs identified in response to the Organizational Profile and other Process Items.
	The approach is aligned with organizational needs identified in response to the Organizational Profile and other Process Items.
	The approach is integrated with organizational needs identified in response to the Organizational Profile and other Process Items.
	The approach is well integrated with organizational needs identified in response to the Organizational Profile and other Process Items.

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Guidance: The overall score is not intended to be a numerical average of the elements above; the Examiners select the range and score that are most descriptive of the organization’s achievement level for the Item.

Consensus Overall Item Scoring Range








Site Visit Overall Item Scoring Range


0–5%















0–5%


10–25%














10–25%


30–45%

Item Score at Consensus









30–45%


50–65%














50–65%


70–85%














70–85%


90–100%














90–100%

List Site Visit Issues below (Developed AFTER completion of Consensus Review): Reviewing the information contained in both the comments and Item scoring above, construct one-to-three site visit issues (SVIs) related to the key processes for this Item. These SVIs should provide a framework for verifying strengths, clarifying opportunities for improvement (OFIs), and ensuring that value-added feedback can be provided that focuses on moving the applicant to higher levels of maturity. More detailed guidance on constructing SVIs can be found in the Site Visit Manual.

Results Item Worksheet 





Site Visit 

	Item

Ref.
	Strength Comments at Consensus
	Summary of Conclusions and Impact on Comment
	Strength Comments After Site Visit

	
	
	
	


	Item

Ref.
	OFI Comments at Consensus
	Summary of Conclusions and Impact on Comment
	OFI Comments After Site Visit

	
	
	
	


Results Item Evaluation Factor Score Summary
	Guidelines
	0–5%
	10–25%
	30–45%
	50–65%
	70–85%
	90–100%

	Levels

@ Consensus

@ Site
	There are no organizational performance results and/or poor results in areas reported. 
	A few organizational performance results are reported, and early good performance levels are evident in a few areas. 
	Good organizational performance levels are reported for some areas of importance to the Item requirements. 
	Good organizational performance levels are reported for most areas of importance to the Item requirements. 
	Good to excellent organizational performance levels are reported for most areas of importance to the Item requirements.
	Excellent organizational performance levels are reported for most areas of importance to the Item requirements.

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Trends
@ Consensus

@ Site 
	Trend data either are not reported or show mainly adverse trends. 
	Some trend data are reported, with some adverse trends evident.
	Some trend data are reported, and a majority of the trends presented are beneficial.
	Beneficial trends are evident in areas of importance to the accomplishment of the organization’s mission.
	Beneficial trends have been sustained over time in most areas of importance to the accomplishment of the organization’s mission.
	Beneficial trends have been sustained over time in all areas of importance to the accomplishment of the organization’s mission.

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Comparisons 

@ Consensus

@ Site
	Comparative information is not reported. 
	Little or no comparative information is reported.
	Early stages of obtaining comparative information are evident.
	Some current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of good relative performance. 
	Many to most trends and current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of leadership and very good relative performance.
	Evidence of industry and benchmark leadership is demonstrated in many areas.

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Integration 

@ Consensus

@ Site
	Results are not reported for any areas of importance to the accomplishment of the organization’s mission. No performance projections are reported.
	Results are reported for a few areas of importance to the accomplishment of the organization’s mission. Limited or no performance projections are reported.
	Results are reported for many areas of importance to the accomplishment of the organization’s mission. Limited performance projections are reported.
	Organizational performance results are reported for most key customer/patient/student, market, and process requirements. Performance projections for some high-priority results are reported.
	Organizational performance results are reported for most key customer/patient/student, market, process, and action plan requirements, and they include some projections of future performance.
	Organizational performance results fully address key customer/patient/student, market, process, and action plan requirements, and they include projections of future performance.

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Guidance: The overall score is not intended to be a numerical average of the elements above; the Examiners select the range and score that are most descriptive of the organization’s achievement level for the Item.

Consensus Overall Item Scoring Range








Site Visit Overall Item Scoring Range


0–5%















0–5%


10–25%














10–25%


30–45%

Item Score at Consensus









30–45%


50–65%














50–65%


70–85%














70–85%


90–100%














90–100%

Preparing the Site Visit Issue Worksheet: Transfer appropriate data from the comments on the Consensus Review Worksheet to the Site Visit Issue Worksheet for the corresponding Results Item. More detailed guidance can be found in “Results Item Worksheet: Instructions” in this scorebook, as well as in the Site Visit Manual.

SITE VISIT ISSUE WORKSHEET—PROCESS ITEMS

	

	Item Reference:
	
	
	Not originally evaluated at consensus ______

	Issue:
	

	Comment(s) affected: (An SVI addresses one or more comments in the Consensus Scorebook so that by the end of the site visit all OFIs, bolded strengths, and strength comments linked to a key theme in the final scorebook have been verified or clarified. List the comments found in the Consensus Scorebook that are addressed by the findings and conclusions concerning this issue, e.g., 1.1 first strength, 1.1 first OFI, KT a. second comment, and 5.3 second strength.)



	Analysis Required: (Based on the SVI above, what core questions must be answered in order to draw conclusions about the accuracy of the comments affected? Note: The answers to these questions will be constructed from the results of your interviews, document reviews, and other observations while on-site.)
Evidence and Conclusions: (For each of the Analysis Required items listed, provide the evidence that allows you to resolve the issue, followed by your conclusion based on this evidence.)



	Effect on Comments:




RESULTS ITEM SITE VISIT ISSUE WORKSHEET: INSTRUCTIONS
· Use one separate worksheet for each Item, 7.1 through 7.6.
· Complete everything except the far right column prior to arriving on-site. 

· Column 1 should list the strength/OFI number being addressed, as well as a VERY brief indicator of what the comment focuses on. For an OFI dealing with missing results, please note what was missing and what you are expecting to find. For further guidance, review the worksheet examples in the Site Visit Manual and on the Examiner Learning Resource Center (www.nist.gov/baldrige/Examiner_Resources.htm) under “Site Visit Tools.” 
· Column 2 is a list of the figures, graphs, charts (data) that are associated with the comment.
· Column 3 asks you to indicate if the data reflect good to excellent organizational performance levels.
· Column 4 asks you to indicate if the data reflect beneficial trends. Do not restate the data provided by the applicant; however, a summary of your analysis of the data is recommended.

· Column 5 asks you to indicate and briefly explain if the applicant demonstrates favorable performance against relevant comparisons.
· Column 6 asks if the applicant is appropriately segmenting its data to measure performance across customer groups, workforce groups/segments, market segments, and product and/or service offerings, as well as measuring the things that it has noted in the application are important to its success.

· Column 7 asks you to summarize the impact of the updated results that are provided in advance of the site visit.
The final column (Summary of Findings and Impact on Comments) is completed while on-site after you have verified and clarified the strengths and opportunities through the accomplishment of your site visit issues strategy for this Item. This column should be a summary of your findings rather than a written transcript. However, it is important that sufficient data are provided so that the findings are clear; the data and analysis in this column should end up in the final comments so that the Judges can see a clear trail from consensus comments to site visit findings, then to site visit comments, and, finally, to scores.
NOTE: you will need to complete the final two rows of the worksheet (New Data Found On-Site and New Gaps in Data Found On-Site) before completing the Summary of Findings and Impact on Comments column, These two rows should provide as much detail as is necessary for the Judges to understand your findings and your conclusions about their impact on comments. 

Site Visit Issue Worksheet—Results Item 7.____

VERIFY
	Comment #
	Figure #s
	Good-to- Excellent Levels
	Beneficial Trends
	Favorable Comparisons
	Appropriate Segmentation/ Linkage
	Updated Results

Yes (change?), No
	Summary of Findings and Impact on Comments

	Strength #1:


	
	
	
	
	
	
	

	Strength #2:


	
	
	
	
	
	
	

	Strength #3:


	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


CLARIFY

	Comment #
	Figure #s
	Unfav-orable Levels
	Unfav-orable Trends
	Lack of, or Unfavorable Comparisons
	Lack of Segmentation/ Linkage
	Updated Results

Yes (change?), No
	Summary of Findings and impact on Comments

	OFI #1:


	
	
	
	
	
	
	

	OFI #2:


	
	
	
	
	
	
	

	OFI #3:


	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	New Data Found On-Site


	LeTCI Description
	Impact

	
	
	


	Newly Recognized Gaps Discovered On-Site
	Description
	Impact

	
	
	


SCORE SUMMARY WORKSHEET—SITE VISIT

To complete this worksheet, transfer the percent scores and scoring range for each Item, the total Process and Results Scores, and the overall score from Consensus Review; enter the scoring range from Site Visit for each Item; and indicate with an “X” whether the effect was a score in a “higher range,” “same range,” or “lower range.” Finally, using the Scoring Band Descriptors, determine which descriptor best reflects the team’s view of the applicant for Process Items and Results Items, and indicate the band numbers in the spaces provided.


	
	Consensus
Percent Score
	Consensus Scoring Range
	Site Visit Scoring Range
	Changes Due to Site Visit Findings

	
	
	
	
	Higher Range 
	Same Range
	Lower Range 

	Item 1.1
	
	
	
	
	
	

	Item 1.2
	
	
	
	
	
	

	
	
	
	
	
	
	

	Item 2.1
	
	
	
	
	
	

	Item 2.2
	
	
	
	
	
	

	
	
	
	
	
	
	

	Item 3.1
	
	
	
	
	
	

	Item 3.2
	
	
	
	
	
	

	
	
	
	
	
	
	

	Item 4.1
	
	
	
	
	
	

	Item 4.2
	
	
	
	
	
	

	
	
	
	
	
	
	

	Item 5.1
	
	
	
	
	
	

	Item 5.2
	
	
	
	
	
	

	
	
	
	
	
	
	

	Item 6.1
	
	
	
	
	
	

	Item 6.2
	
	
	
	
	
	

	  Process Total Score
	
	Based on the site visit findings, the most accurate Scoring Band Descriptor for the Process Items for this applicant is the descriptor for band number_____.

	
	
	
	
	
	
	

	Item 7.1
	
	
	
	
	
	

	Item 7.2
	
	
	
	
	
	

	Item 7.3
	
	
	
	
	
	

	Item 7.4
	
	
	
	
	
	

	Item 7.5
	
	
	
	
	
	

	Item 7.6
	
	
	
	
	
	

	Results Total Score
	
	Based on the site visit findings, the most accurate Scoring Band Descriptor for the Results Items for this applicant is the descriptor for band number_____.

	Grand Total

Consensus
Score
	
	



SIGNATURE PAGE

I support the findings of the Site Visit Team contained in this scorebook.

	Name (Please print.)
	
	Signature

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


2009 Scoring Band Descriptors

Band  
Band    

Score
 Number
Process Descriptors
	0–150
	1
	The organization demonstrates early stages of developing and implementing approaches to the basic Criteria requirements, with deployment lagging and inhibiting progress. Improvement efforts are a combination of problem solving and an early general improvement orientation. 

	151–200
	2
	The organization demonstrates effective, systematic approaches responsive to the basic requirements of the Criteria, but some areas or work units are in the early stages of deployment. The organization has developed a general improvement orientation that is forward-looking. 

	201–260
	3
	The organization demonstrates effective, systematic approaches responsive to the basic requirements of most Criteria Items, although there are still areas or work units in the early stages of deployment. Key processes are beginning to be systematically evaluated and improved. 

	261–320
	4
	The organization demonstrates effective, systematic approaches responsive to the overall requirements of the Criteria, but deployment may vary in some areas or work units. Key processes benefit from fact-based evaluation and improvement, and approaches are being aligned with organizational needs. 

	321–370
	5
	The organization demonstrates effective, systematic, well-deployed approaches responsive to the overall requirements of most Criteria Items. The organization demonstrates a fact-based, systematic evaluation and improvement process and organizational learning, including innovation, that result in improving the effectiveness and efficiency of key processes. 

	371–430
	6
	The organization demonstrates refined approaches responsive to the multiple requirements of the Criteria. These approaches are characterized by the use of key measures, good deployment, and evidence of innovation in most areas. Organizational learning, including innovation and sharing of best practices, is a key management tool, and integration of approaches with organizational needs is evident. 

	431–480 
	7
	The organization demonstrates refined approaches responsive to the multiple requirements of the Criteria Items. It also demonstrates innovation, excellent deployment, and good-to-excellent use of measures in most areas. Good-to-excellent integration is evident, with organizational analysis, learning through innovation, and sharing of best practices as key management strategies. 

	481–550
	8
	The organization demonstrates outstanding approaches focused on innovation. Approaches are fully deployed and demonstrate excellent, sustained use of measures. There is excellent integration of approaches with organizational needs. Organizational analysis, learning through innovation, and sharing of best practices are pervasive.





Band
 Band    


Score
Number
RESULTS Descriptors
	0–125
	1
	Results are reported for a few areas of importance to the accomplishment of the organization’s mission, but they generally lack trend and comparative data. Limited or no performance projections are reported

	126–170
	2
	Results are reported for several areas of importance to the Criteria requirements and the accomplishment of the organization’s mission. Some of these results demonstrate good performance levels. The use of comparative and trend data is in the early stages. Limited performance projections are reported.

	171–210
	3
	Results address many areas of importance to the accomplishment of the organization’s mission, with good performance being achieved. Comparative and trend data are available for some of these important results areas, and some beneficial trends are evident. Limited performance projections are reported.

	211–255
	4
	Results address some key customer/stakeholder, market, and process requirements, and they demonstrate good relative performance against relevant comparisons. There are no patterns of adverse trends or poor performance in areas of importance to the Criteria requirements and the accomplishment of the organization’s mission. Limited performance projections are reported, including those for a few high-priority areas.

	256–300
	5
	Results address most key customer/stakeholder, market, and process requirements, and they demonstrate areas of strength against relevant comparisons and/or benchmarks. Improvement trends and/or good performance are reported for most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission. Performance projections for some high-priority areas are reported.

	301–345
	6
	Results address most key customer/stakeholder, market, and process requirements, as well as many action plan requirements, and some results include projections of future performance. Results demonstrate beneficial trends in most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission, and the organization is an industry* leader in some results areas.

	346–390
	7
	Results address most key customer/stakeholder, market, process, and action plan requirements and include projections of future performance. Results demonstrate excellent organizational performance levels and some industry* leadership. Results demonstrate sustained beneficial trends in most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.

	391–450
	8
	Results fully address key customer/stakeholder, market, process, and action plan requirements and include projections of future performance. Results demonstrate excellent organizational performance levels, as well as national and world leadership. Results demonstrate sustained beneficial trends in all areas of importance to the Criteria requirements and the accomplishment of the organization’s mission. 


 * “Industry” refers to other organizations performing substantially 
the same functions, thereby facilitating direct comparisons.
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