Criteria for Performance Excellence Structure
The seven Baldrige Criteria for Performance Excellence categories are subdivided into items and
areas to address.
Items

Areas to Address

There are 17 Criteria items (plus 2 in the Organizational
Proﬁle), each with a particular focus. These items are divided
into three groups according to the kinds of information they
ask for:

Each item includes one or more areas to address (labeled a,
b, c, and so on).

Item questions are expressed on three levels:

• The Organizational Proﬁle asks you to deﬁne your
organizational environment.

• Basic questions are expressed in the item titles.

• Process items (categories 1–6) ask you to deﬁne your
organization’s processes.

• Overall questions are expressed in boldface in the
shaded box. These leading questions are the starting
point for responding.

• Results items (category 7) ask you to report results for
your organization’s processes.

• Multiple questions are the individual ones under each
area to address, including the one in boldface. That
ﬁrst question expresses the most important one in
that group.

See page 3 for a list of item titles and point values.

Item Notes
Item notes (1) clarify terms or questions, (2) give instructions
and examples for responding, and (3) indicate key linkages
to other items. Item notes in italics pertain speciﬁcally to
nonproﬁt (including government) organizations.
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Key Terms
Terms in SMALL CAPS are deﬁned in the Glossary of Key
Terms (pages 46–53).

Type of information
to provide in
response to this item

Item point value

3.1 Customer Expectations: How do you listen to your customers and determine
products and services to meet their needs? (40 pts.)
a. CUSTOMER Listening
(1) Current CUSTOMERS HOW do you listen to, interact with, and observe CUSTOMERS to obtain actionable information? HOW do your listening methods vary for different CUSTOMERS, CUSTOMER groups, or market SEGMENTS?
HOW do your listening methods vary across the CUSTOMER life cycle? HOW do you seek immediate and actionable
feedback from CUSTOMERS on the quality of products, CUSTOMER support, and transactions?
(2) Potential CUSTOMERS HOW do you listen to potential CUSTOMERS to obtain actionable information? HOW
do you listen to former CUSTOMERS, competitors’ CUSTOMERS, and other potential CUSTOMERS to obtain actionable
information on your products, CUSTOMER support, and transactions, as appropriate?
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Notes
3.1. Your results on performance relative to key product
features should be reported in item 7.1.

Item

notes

3.1. For additional considerations on the products and business
of nonproﬁt (including government) organizations, see the
notes to P.1a(1) and P.2b.
3.1a(1). Your customer listening methods might include
monitoring comments on social media outlets.

Note in italics for nonprofit organizations

2

3.1a(1). The customer life cycle begins in the product
concept or pre-sale period and continues through all stages
of your involvement with the customer. These stages might
include relationship building, the active business relationship, and an exit strategy, as appropriate.

questions

For additional guidance on this item, see the Criteria
Commentary (https://www.nist.gov/baldrige/baldrige
-criteria-commentary).

Link to
Criteria
Commentary

2021–2022 Baldrige Excellence Framework

