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Background: M. D. Anderson

• Designated CCC

• U.S. News & World Report Ranking
– “America’s Best Hospitals”: #1 in the 

nation for cancer care
– The fifth time in eight years that M.D. 

Anderson has achieved the highest   
ranking
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Background: M. D. Anderson

512 Beds
22,257 FY07 Admissions

163,007 FY07 Patient Days
922,985 FY07 OP Visits
16,840 Employees

9,925,519 Sq. Ft. Total Space          
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Background: CSS Division
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Objectives

1. Introduce (or reintroduce) the Baldrige 
Framework

2. Utilize the Framework to Identify Key 
Knowledge Needs

3. Propose a Model to Focus your KM 
Needs
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OP: Organizational Profile
Category 1: Leadership
Category 2: Strategic Planning
Category 3: Customer Focus
Category 4: Measurement, Analysis & 

Knowledge Management
Category 5: Workforce Focus
Category 6: Process Management
Category 7: Results

Objective1: Baldrige Framework
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Org. Profile: Environment, Relationships and Challenges

4  Measurement, Analysis, and Knowledge Management 

Objective1: Baldrige Framework
Context

Foundation

1
Leadership

2
Strategic
Planning

3
Customer

Focus

5
Workforce

Focus

6
Process

Management

7
Results

Leadership 
Triad
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Org. Profile: Environment, Relationships and Challenges

4  Measurement, Analysis, and Knowledge Management 
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Objective2: Identifying Knowledge Needs
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1
Leadership

• Mission, Vision &  
Values

• Culture of 
Improvement

Objective2: Identifying Knowledge Needs
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2
Strategic 
Planning

• Strategic Challenges 
& Advantages

• Objectives, Goals & 
Action Plans

Objective2: Identifying Knowledge Needs
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3
Customer 

Focus

• Key Customers, Stakeholders 
& Requirements

• Customer/Stakeholder 
Relationships & Satisfaction

Objective2: Identifying Knowledge Needs
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4  Measurement, Analysis, and Knowledge Management 

• Measuring Processes 
& Outcomes

• Knowledge Collection & 
Transfer

Objective2: Identifying Knowledge Needs
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5
Workforce 

Focus

• Workforce Capability 
& Capacity

• Workforce Engagement, 
Satisfaction, Performance 
Management & Development

Objective2: Identifying Knowledge Needs
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6
Process 

Management

• Core Competencies & 
Work Systems

• Key Work Process Design,  
Management, 
Measurement & 
Improvement

Objective2: Identifying Knowledge Needs
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7
Results

• Product/Service Quality Outcomes
• Customer-Focused Outcomes
• Financial/Market Outcomes
• Workforce-Focused 

Outcomes
• Process Effectiveness Outcomes
• Leadership Outcomes
- Levels, Trends & Comparisons -

Objective2: Identifying Knowledge Needs
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Define Design

Measure

Objective3: A Model for Focused KM
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Mission, 
Vision & Values

Key Customers, 
Stakeholders &
Requirements

Strategic Challenges
& Advantages

Objectives, Goals
& Action Plans

Key Work Process
Design & Mgmt.

Core Competencies 
& Work Systems

Workforce Capability 
& Capacity

Workforce     
Performance

& Development

Define Design

Processes Outcomes 

Levels, Trends & Comparisons

Measure
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• Scorecard Development
• Leadership Forum, Website, etc.

• Leadership-Driven Culture 
of Improvement

• Performance Improv. Model

Examples:
Define Design

Measure
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Mission, 
Vision & Values

Key Customers, 
Stakeholders &
Requirements

Strategic Challenges
& Advantages

Objectives, Goals
& Action Plans

Define
• MDACC Mission & Values
• CSS Vision

• Patients/Families/Caregivers
• Staff (Clinical & Non-clinical)
• Quality & Caring

• Resources, Growth, Staff, 
Continuous Improvement

• Customer Service
• Patient Safety & Quality
• Electronic Medical Record

Define Design

Measure

Examples
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Mission, 
Vision & Values

Key Customers, 
Stakeholders &
Requirements

Strategic Challenges
& Advantages

Objectives, Goals
& Action Plans

Key Work Process
Design & Mgmt.

Core Competencies 
& Work Systems

Workforce Capability 
& Capacity

Workforce     
Performance

& Development

Process 
Measures

Outcomes 
Measures

Define Design

• People, Service, Quality, 
Finance, and Growth

Define Design

Measure

Examples
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Design

Key Work Process
Design & Mgmt.

Core Competencies 
& Work Systems

Workforce Capability 
& Capacity

Workforce     
Performance

& Development

• Automated Patient Transport 
System

• Efficiently move patients
• Nursing & Transporters

• Trained users to enter 
transport job requests

• Trained transporters

• Performance Management 
System

Define Design

Measure

Examples
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Mission, 
Vision & Values

Key Customers, 
Stakeholders &
Requirements

Strategic Challenges
& Advantages

Objectives, Goals
& Action Plans

Key Work Process
Design & Mgmt.

Core Competencies 
& Work Systems

Workforce Capability 
& Capacity

Workforce     
Performance

& Development

Process
Measures 

Define Design

• Efficiency 
• Effectiveness 

Define Design

Measure

Examples
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Mission, 
Vision & Values

Key Customers, 
Stakeholders &
Requirements

Strategic Challenges
& Advantages

Objectives, Goals
& Action Plans

Key Work Process
Design & Mgmt.

Core Competencies 
& Work Systems

Workforce Capability 
& Capacity

Workforce     
Performance

& Development

Define Design

Processes Outcomes 

Levels, Trends & Comparisons

Measure
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Questions?


