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An organization applying for the award goes through an initial screening process. If the organiza-
tion passes this hurdle, a team of examiners visits the company to verify information presented in the 
application. The organization then receives a written summary of strengths and areas of improvement 
for each area of the Baldrige criteria.

According to Building on Baldrige: American Quality for the 21st Century by the private Council 
on Competitiveness, “More than any other program, the Baldrige Quality Award is responsible for 
making quality a national priority and disseminating best practices across the United States.” As 
of 2001, it was estimated that the program’s net private benefits to the economy as a whole was 
US$24.65 billion, while the program’s social costs were US$119 million. These figures translate the 
program’s social benefit-to-cost ratio to be 207-to-1. A decade later, in 2011, another study of the 273 
Malcolm Baldrige National Quality Award applicants since 2006 estimated that social benefit-to-costs 
had increased to 820 to 1.15

Six Sigma
Six Sigma, which we first mentioned in Chapter 1, was originally developed by Motorola (Schaum-
burg, IL) in 1986. It is a fact-based, data-driven quality management method that seeks to improve 
the quality of products and services by identifying and removing the causes of defects (errors) and 
minimizing process variations. “Process variations” refer to fluctuations that occur in process outputs. 
For example, assume that the target value of the diameter of a metal tube produced by a process is 
set at 3 millimeters. Nevertheless, not every metal tube produced by this process will have a diameter 
of exactly 3 millimeters. The actual diameters of the tube produced may vary as a result of tool wear, 
worker skill level, metal characteristics, and so forth. The world-class manufacturing and service orga-
nizations that have successfully implemented the Six Sigma methodology, include 3M Company (aka 
3M, Maplewood, MN), Apple (Cupertino, CA), Beatrice Foods Company (Downers Grove, IL), The 
Boeing Company (Chicago, IL), Bryn Mawr Hospital (Bryn Mawr, PA), The Campbell Soup Company 
(Camden, NJ), Florida Department of Corrections (Tallahassee, FL), The Ford Motor Company (Dear-
born, MI), General Electric (Fairfield, CT), HP Inc. (formerly Hewlett-Packard, Palo Alto, CA), Natural 
Gas Pipeline Company of America (Kinder Morgan, Houston, TX), Sony Corporation (Tokyo, Japan), 
Texas Commerce Bank N.A. (Houston, TX), United States Air Force (USAF, Washington, DC), United 
Parcel Service, Inc. (UPS, Sandy Springs, GA), and Xerox Corporation (Norwalk, CT).

Six Sigma derives its name from the Greek letter sigma (σ), which is the symbol for the standard 
deviation of values for the outcome of a process. The higher the process’s standard deviation, the more 
inconsistent the process is. The “six” in Six Sigma refers to a value that is plus or minus six standard 

FIGURE 5.3: Criteria for the Baldrige Performance Excellence Program
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