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OUR JOURNEY TO EXCELLENCE

Genevieve Cavallo, Business Analyst II
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SETTING THE GOAL

GREEN / BEGINNER
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The Journey
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Before & After Baldrige!
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Revenue Strengthening, Diversification

Results of a Winning Strategy

Member 
Loyalty

Member 
CentricityHigh 

Performance 
Culture

Financial 
Sustainability

ASSETS
2009-14
+56%

NET WORTH
2009-14
+79%

MEMBER LOYALTY
2010-14

+7%

EMPLOYEE
ENGAGEMENT

2009-14
+13%
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EPM & BPM

BLUE / INTERMEDIATE
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In the Beginning …
TRIBAL KNOWLEDGE
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Why APQC matters to us:

• We had no idea where to begin
• Helped us align our organizational work with value stream 

concepts and proven work in Performance Excellence
• Helped us teach the organization where we were trying to go 

APQC = BPM Foundation
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APQC Framework + Internal Assessment 

= Got Process?
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Survey = Level Set Start

Level playing field
Gaps became evident
Awareness across the    
organization

Why the “Got Process” 
survey mattered to us:

87% survey respondents 
reported they conduct their 
work without a documented 
process
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2

Process Training
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  Leadership Processes 

1.1 Strategic Planning
1.2      Plan and Align Resources
1.3      Create High Performance Environment
1.4      Analyze and Review Performance

1.5      Ensure Organizational Learning
1.6      Ensure Governance
1.7      Ensure Ethics

1.8      Manage External Relations
1.9      Manage Internal Communication
1.10    Manage Facilities Strategy
1.12    Manage Executive Administration

2.1 Manage Product / Service Portfolio
2.2 Develop Product / Service

  Value Stream 

3.1   Understand Market
3.2   Marketing Strategy
3.3   Develop/Manage Marketing Plan
3.4   Manage Business and Community Development
3.5   Manage Member Loyalty

4.1      Planning Solution Delivery
4.2      Delivering Solutions
4.3      Supporting Solutions Delivery

  Enabling Value Stream 

5.1      Retail Service Delivery
5.2      Remote Service Delivery
5.3      Business Services Delivery
5.4      Mortgage Service Delivery  
5.5      Operations
5.6      Card Services
5.7      Lending Services
5.8      Credit Risk Management
5.9      Loss Mitigation
5.10    Wealth Management

6.1    Manage HR Strategies
6.2    Manage Workforce Capacity
6.3    Select and On Board Employees
6.4    Manage Employee Changes
6.5    Manage Employee Learning and Development
6.6    Manage Employee Relationship
6.7    Manage Total Compensation

7.1    Service Technology
7.2    Deliver Technology
7.3    Maintain Technology
7.4    Manage Technology

9.1 Manage Facilities Operations
9.2 Provide Facilities Support
9.3 Manage Environmental H & S
9.4 Real Estate & Property Management
9.5 Manage Security

10.1      Business Analysis
10.2      Project / Program Portfolio
10.3      Knowledge Asset Management
10.4      Knowledge Asset Governance
10.5      BHAG Support

8.1      Plan, Budget, Forecast
8.2      Perform General Accounting
8.3      Manage Reporting
8.4      Analyze Financial Risk & Opportunity
8.5      Implement Financial Change
8.6      Secondary Marketing

Enterprise Process Map

2.0 Product and Service 
Solutions

3.0 Market Solutions
4.0 Create Solutions
(service and sales)

1.0 Lead the 
Enterprise

5.0 Manage Account 
Servicing and 
Transactions

6.0 Develop and 
Manage People

7.0 Manage IT
8.0 Manage Financial 

Resources

9.0 Manage Facilities
10.0 Manage Enterprise 

Improvement
11.0 Manage Enterprise 

Risk

071714

Enterprise Process Map
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Objective

Suppliers

Inputs

Process

Outputs

Customer 
Requirements

Measurements

Enterprise Process Map Building = SIPOCs
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• Needed to keep a line of sight with the SIPOCs
• Needed to identify and track process owners and Stakeholders
• Needed an easily accessible tool for multiple process owners
• Needed a uniform approach (methodology) for all process owners

Why the BPM Tracker matters for us:

BPM Tracker
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BPM Workbook
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Out of silo –
into value 
stream

KNOWLEDGE MANAGEMENT

BLACK / ADVANCED
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21

Viral Process Community
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Special Forces
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Governance = Process Stability 

• Business Process & Procedures

• Forms, Notices, Disclosures, Letters

• Management Policies

• Board of Director Policies

Governance = Truth
Source of = Reference Desk
Center = Process

Process

Policy

ProcedureForms-
Disclosures
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Your outputs… 
are my inputs
Your outputs… 
are my inputs
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Process Results
Before Process After Process Quantifiable 

Improvement

30 day average 
funding of home 
equity loans

14.5 day average 
funding of home 
equity loans

51% reduction in 
time from loan 
application to 
funding

11.5 day average 
funding of vehicle 
loans

4.5 day average 
funding of vehicle 
loans

60% reduction in 
time from loan 
application to 
funding

175 loans per 
underwriter / month 
capacity

300 loans per 
underwriter/ month 
capacity

71% increase in 
loans handled per 
underwriter
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APRÈS SKI

We’d love to share more, please ask!

elevationscu.com/baldrige


