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Health Care Criteria Commentary (https://www.nist.gov/baldrige/baldrige-criteria-commentary-health-care)
This commentary provides the “why” behind the Health Care Criteria, as well as additional examples and guidance.
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1 Leadership (120 pts.)
The Leadership category asks how senior leaders’ personal actions guide and sustain your organization. It also asks about
your organization’s governance system; how your organization fulfills its legal and ethical responsibilities; and how it makes
societal contributions.

1.1 Senior Leadership: How do your senior leaders lead the organization? (70 pts.)
a. Vision and Values
P R O C ESS

(1) Setting Vision and Values How do senior leaders set your organization’s vision and values? How do
senior leaders deploy the vision and values through your leadership system; to the workforce; to key suppliers and partners; and to patients, other customers, and other stakeholders, as appropriate? How do senior
leaders’ personal actions reflect a commitment to those values?
(2) Promoting Legal and Ethical behavior How do senior leaders’ personal actions demonstrate their commitment to legal and ethical behavior? How do senior leaders promote an organizational environment that
requires it?
b. Communication
How do senior leaders communicate with and engage the entire workforce, key partners, patients, and other
key customers? How do they
• encourage frank, two-way communication;
• communicate key decisions and needs for organizational change; and
• take a direct role in motivating the workforce toward high performance and a patient, other customer, and
business focus?
c. Mission and Organizational Performance
(1) Creating an Environment for Success
the future? How do they

How do senior leaders create an environment for success now and in

• create an environment for the achievement of your mission;
• create and reinforce your organizational culture; a culture that fosters patient, other customer, and workforce
engagement; and a culture of patient safety;
• cultivate organizational agility, accountability, organizational and individual learning, innovation, and intelligent risk taking;
• participate in succession planning and the development of future organizational leaders?
(2) Creating a Focus on Action How do senior leaders create a focus on action that will achieve the organization’s mission? How do senior leaders
• create a focus on action that will improve the organization’s performance;
• identify needed actions;
• in setting expectations for organizational performance, include a focus on creating and balancing value for
patients, other customers, and other stakeholders; and
• demonstrate personal accountability for the organization’s actions?
Terms in small caps are defined in the Glossary of Key Terms (pages 46–53).

Notes
1.1. In health care organizations with separate administrative/operational and health-care-provider leaders, the
term “senior leaders” refers to both sets of leaders and the
relationship between them.
1.1. Your organizational performance results should be
reported in items 7.1–7.5. Results related to the effectiveness
of leadership and the leadership system should be reported
in item 7.4.
1

Leadership

1.1a(1). Your organization’s vision should set the context
for the strategic objectives and action plans you describe in
items 2.1 and 2.2.
1.1b. Two-way communication may include use of social
media, such as delivering periodic messages through internal and external websites, tweets, blogging, and patient and
workforce electronic forums, as well as monitoring external
social media outlets and responding, when appropriate.
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1.1b. Senior leaders’ direct role in motivating the workforce
may include participating in reward and recognition
programs.
1.1b. Organizations that rely heavily on volunteers to
accomplish their work should also discuss efforts to communicate with and engage the volunteer workforce.
1.1c(1). A successful organization is capable of addressing
current organizational needs and, by addressing risk, agility,
and strategic management, is capable of preparing for its
future business, market, and operating environment. In
creating an environment for success, leaders should consider
both external and internal factors. Factors might include
risk appetite and tolerance, organizational culture, work
systems, the potential need for transformational changes
in structure and culture, workforce capability and capacity,
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resource availability, core competencies, and the need for
technological and organizational innovation. Other factors
include risks and opportunities arising from emerging
technology, data integration, data and information security,
and environmental considerations.
1.1c(2). Senior leaders’ focus on action considers your strategy, workforce, work systems, and assets. It includes taking
intelligent risks, and implementing innovations and ongoing
improvements in performance and productivity, taking the
actions needed to achieve your strategic objectives (see
2.2a[1]), and possibly establishing plans for managing major
organizational change or responding rapidly to significant
new information.
For additional guidance on this item, see the Health Care
Criteria Commentary (https://www.nist.gov/baldrige
/baldrige-criteria-commentary-health-care).
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