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Using the Malcolm
Baldrige National Quality
Award Criteria to Enable
KM and Create a Systemic
Organizational Perspective
Susan West Engelkemeyer, Babson College, USA
Sharon Muret-Wagstaff, Children’s Hospital Boston, USA

ABSTRACT
Health care leaders face an intensifying array of changes and challenges that heighten
the need for systematic approaches to knowledge management at the organizational
level. Healthcare costs are rising, biomedical science and technological advances are
burgeoning, and recent reports indicate that medical errors are widespread. In its
report on strategies for achieving improvement in the quality of healthcare delivered
to Americans, the Institute of Medicine recommends building organizational supports
for change such as the redesign of care based on best practices, use of information
technologies to capture and use clinical information, and incorporation of performance
and outcome measurements for improvement and accountability (Institute of Medicine,
2001). The Baldrige National Quality Program and its Healthcare Criteria for
Performance Excellence (Baldrige National Quality Program, 2003) offer both the
framework and the tools to guide organizations in building these critical supports.
This chapter describes the Malcolm Baldrige National Quality Award and its framework,
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criteria, and scoring system. It provides insight into the pitfalls that stand between an
organization and successful KM, as well as examples of ways in which healthcare
groups and institutions are becoming learning organizations — successfully employing
cycles of learning and effective knowledge management systems in order to enhance
performance and better meet the needs of their patients and other customers. The
Baldrige Healthcare Criteria for Performance Excellence offer a useful framework for
developing a knowledge management system at the organizational level in an
increasingly complex environment. Use of the Baldrige Criteria will enhance the
knowledge assets of your organization and enable your organization to deliver more
value to patients and other customers. These criteria will also improve organizational
efficiency and effectiveness through the management of individual, team, and
organizational knowledge.

INTRODUCTION
Healthcare leaders face an intensifying array of changes and challenges that
heighten the need for systematic approaches to knowledge management at the organizational level. Healthcare costs are rising, biomedical science and technological advances are burgeoning, yet recent reports indicate that medical errors are widespread
(Institute of Medicine, 2000) and that US patients receive only about half of the care
suggested by guidelines for common conditions and preventive care (McGlynn et al.,
2003).
In its report on strategies for achieving improvement in the quality of healthcare
delivered to Americans, the Institute of Medicine recommends building organizational
supports for change such as the redesign of care based on best practices, use of
information technologies to capture and use clinical information, and incorporation of
performance and outcome measurements for improvement and accountability (Institute
of Medicine, 2001). The Baldrige National Quality Program and its Healthcare Criteria
for Performance Excellence (Baldrige National Quality Program, 2003) offer both the
framework and the tools to guide organizations in building these critical supports. This
chapter describes the Malcolm Baldrige National Quality Award and its framework,
criteria, and scoring system. It provides insight into the pitfalls that stand between an
organization and successful KM, as well as examples of ways in which healthcare groups
and institutions are becoming learning organizations—successfully employing cycles
of learning and effective knowledge management systems in order to enhance performance and better meet the needs of patients and other customers.

ABOUT THE MALCOLM BALDRIGE
NATIONAL QUALITY AWARD
The Malcolm Baldrige National Quality Award was established by Congress in 1987
to raise awareness and recognize US companies that have developed successful quality
management systems. Up to three awards in five categories may be given each year in
manufacturing, service, small business, education, and healthcare. Organizations in
healthcare and education have been eligible for the award since 1999. Since its inception,
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