SPECIAL LIBRARIES ASSOCIATION

BUSINESS AND FINANCE DIVISION

CENTERS OF EXCELLENCE AWARDS • GUIDELINES
1.0 INTRODUCTION. The Business and Finance Division (B&F) of the Special Libraries Association (SLA) has established a group of awards, collectively titled “The SLA Business and Finance Division Centers of Excellence Awards.” This document describes the awards, publishes the goals of B&F in creating the awards, provides background and rationale for the awards, recommends eligibility criteria and suggests guidelines for managing the awards process.

2.0 DESCRIPTION. The SLA Business and Finance Division Centers of Excellence Awards establish quality as a priority for the successful management and delivery of business information and for disseminating best practices in the business information community.

2.1 The SLA B&F Centers of Excellence Awards recognize information centers and their managements for excellence in putting knowledge to work for the benefit of decision–makers in their parent organizations, particularly in reference to best practices.

2.2 The SLA B&F Centers of Excellence Awards provide recipient special libraries, information centers and knowledge organizations with recognition that can be used in their organizations to demonstrate their success in putting knowledge to work.  For the purpose of these awards, those who make this happen are special librarians, defined by SLA as “knowledge professionals who provide focused information and service to a specialized clientele having an impact on their success, mission, and goals.” 

2.3 The SLA B&F Centers of Excellence Awards are established in three categories: Service, Management and Technology.  

2.4 The SLA B&F Centers of Excellence Awards are linked to B&F Division programming. Specifically, SLA members employed in recipient organizations are expected to share information about successful quality strategies and about the benefit derived from implementing these strategies. This requirement can be met by (but is not limited to):

2.4.1 Serving as presenters, instructors and/or seminar/workshop leaders at B&F

programs at SLA’s annual conference

2.4.2 Authoring articles for SLA publications:

• Business and Finance Division Bulletin

• Information Outlook

2.4.3 Sharing application materials on the B&F website.

3.0 GOALS. The SLA Business and Finance Division Centers of Excellence Awards have been created to transform the business information community by establishing quality as the essential and critical element in the management and delivery of business information. This larger goal will be achieved as the awards:

3.1 Promote quality as an increasingly important element in the successful management and delivery of information in special libraries, information centers and knowledge organizations.

3.2 Promote understanding of the requirements for excellence in:

• special libraries, information centers and knowledge organizations

• the parent organizations of which they are a part

• the larger business information community

• the larger management community

3.3 Promote sharing of information about successful quality strategies implemented in special libraries, information centers and knowledge organizations, and about the benefit derived from implementing those strategies.

3.4 Recognize special libraries, information centers and knowledge organizations that excel in quality achievement and quality management, some of whose employees are members of the Special Libraries Association Business and Finance Division.
4.0 BACKGROUND AND RATIONALE.

4.1 Since the late 20th century, the management community has made a concerted effort to engender an interest in and a commitment to quality. One element of this effort was the establishment of quality awards, defined as “prizes awarded for some aspect of quality performance which has been demonstrated to an organization which normally has no responsibility for the recipient’s performance.”

While applying for and winning quality awards can be considered an end in itself, the true value of quality awards is in the implementation of the application process. As the organization prepares to apply for the award, the effort requires an evaluation of quality practices and management excellence already in place, or to be put in place. Thus there are no real “losers” in the process; every organization that applies and seriously implements the application process stands to improve performance within its operation.

4.2 Among the most well–known of the quality awards, the Malcolm Baldrige National Quality Award sets standards that are followed by many other quality–focused organizations.  The United States Congress established the award program in 1987 to recognize U.S. organizations for their achievements in quality and business performance and to raise awareness about the importance of quality and performance excellence as a competitive edge. The award is not given for specific products or services. Three awards may be given annually in each of these categories: manufacturing, service, small business and, starting in 1999, education and health care.  While the Baldrige Award and the Baldrige recipients are the very visible centerpiece of the U.S. quality movement, a broader national quality program has evolved around the award and its criteria. A report, Building on Baldrige: American Quality for the 21st Century, by the private Council on Competitiveness, said, “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.”  The U.S. Commerce Department’s National Institute of Standards and Technology (NIST) manages the Baldrige National Quality Program in close cooperation with the private sector. In addition to the Baldrige National Quality Award, other important quality awards are in place, although not many of them embrace a global eligibility (which the SLA B&F Centers of Excellence Awards do, because of SLA’s international membership). Among the most notable of these awards are:

• The UK Quality Award, administered by the British Quality Foundation

• The European Quality Awards, administered by the European Foundation for Quality Management

• The Deming Prize, administered by the Union of Japanese Scientists & Engineers

4.3 Within the information services industry, a number of quality awards are presented on a regular basis. In the Special Libraries Association, Factiva presents its SLA Factiva Leadership Award—21st Century Competencies in Action annually to an individual member who exemplifies leadership as a special librarian through examples of personal and professional competencies. [The Special Libraries Association has gained considerable international recognition for its “Competencies for Information Professionals of the 21st Century.”  The Factiva Award is based on these competencies and how they are used in putting knowledge to work in organizations where members are employed.] The Factiva Award, it should be noted, is presented to an individual or individuals. It is not given to the organizational entity (special library, information center or knowledge center).

5.0 ELIGIBILITY CRITERIA. The SLA B&F Centers of Excellence Awards are established in three categories: Service, Management and Technology.

5.1. For each category, performance standards are a framework that can be used to improve overall performance. For the SLA B&F Centers of Excellence Awards, recommended criteria are based in general on standards of performance published in “Competencies for Information Professionals of the 21st Century.” For these awards, the performance standards are adapted for evaluating performance for an organizational entity (a special library, information center or knowledge center) instead of for an individual person. It should be noted, however, that organizational performance success is directly related to the performance of the people who are employed in the special library, information center or knowledge center applying for the award.  Specifically, these performance standards based on the SLA competencies and germane to the SLA B&F Centers of Excellence Awards are:

5.1.1 Service. Special libraries, information centers and knowledge organizations in the business information community have staff who provide specific and measurable services to their constituent users:

• They demonstrate a commitment to service excellence

• They assess information needs and design and market value–added information services and products to meet identified needs

• They continually improve information services in response to changing needs 

• They provide excellent instruction and support for library and information service users

5.1.2 Management. Those with management responsibility in special libraries, information centers and knowledge organizations in the business information community are exceptionally well qualified to perform the four basic management roles (conceptualizing and planning, organizing, directing and motivating, and evaluating and measuring):

• They develop and manage convenient, accessible and cost–effective information services that are aligned with the strategic directions of the organization

• They are effective members of the senior management team and consultants to the organization on information issues 

• They use appropriate business and management approaches to communicate the importance of information services to senior management 

• They seek out challenges and identify new opportunities both inside and outside the library, information center or knowledge center

• They look for partnerships and alliances

• They create an environment of mutual respect and trust

5.1.3 Technology. Those with management responsibility in special libraries, information centers and knowledge organizations in the business information community are technology application leaders who play a key role in developing information policy for the organization. It is their mission to ensure that access to all information resources—from internal records to external databases—is provided in the most strategically effective and cost–effective manner:

• They use appropriate information technology to acquire, organize and disseminate information

• They work closely with organizational management and information customers in planning and determining support for success in utilizing information technology as well as it can be used

• They work with other members of the parent organization’s information management team to design and evaluate systems for information access that meet user needs

• They work comfortably and effectively in the hybrid world of print and electronic media and provide the best mix of information resources in the most appropriate formats for the environment

• They ensure that contractual, legal and ethical obligations regarding information use are met

• Because the information age provides new opportunities for organizations to produce as well as use information products, they and their staffs take advantage of opportunities to do so

• Given their familiarity with the information marketplace, they are key contributors to the development, marketing and use of information products

5.2 To determine the success of applicant special libraries, information centers and knowledge centers in meeting these performance standards, each of the three awards (Service, Management and Technology) is based upon how the applicant organization is judged against a set of criteria. The criteria offered here are suggested by the Malcolm Baldrige National Quality Award and are adapted for the business information management community, particularly, as described above, in relation to performance standards published “Competencies for Information Professionals of the 21st Century.”  

The Baldrige (and similar) criteria are used by thousands of organizations of all kinds for self–assessment and training, and as a tool to develop performance and business processes. In fact, over 2 million copies of the documents describing the Baldrige criteria have been distributed since the first edition in 1988, and heavy reproduction and electronic access multiply that number many times.  For many organizations, using the criteria results in better employee relations, higher productivity, greater customer satisfaction, increased market share and improved profitability. According to a report by the Conference Board, “the evidence suggests a long–term link between use of the Baldrige criteria and improved business performance.”  For the SLA B&F Centers of Excellence Awards, recommended award criteria are: 

1. Leadership—Examines how managers in the applicant special libraries, information centers or knowledge centers guide the organization and how the applicant special library, information center or knowledge center addresses its responsibilities to its identified user group 

2. Strategic Planning—Examines how the applicant special library, information center or knowledge center sets strategic directions and how it determines key action plans

3. Customer/User Focus—Examines how the applicant special library, information center or knowledge center determines requirements and expectations of customers and markets

4. Information and Analysis—Examines the management, effective use and analysis of data and information to support key organization processes, and the success of the performance management system used in the applicant special library, information center or knowledge center

5. Human Resource Focus—Examines how the applicant special library, information center or knowledge center enables its employees to develop their full potential and how the workforce is aligned with the objectives of the applicant special library, information center or knowledge center and its parent organization 

6. Process Management—Examines aspects of how key management, delivery and support processes are designed, managed and improved in the management and delivery of information for the applicant special library, information center or knowledge center 

7. Service Results — Examines the performance and improvement of the applicant special library, information center or knowledge center in its key service areas: customer satisfaction, financial management, human resources, supplier and partner performance, and operational performance. The category also examines how the applicant special library, information center or knowledge center performs relative to other service organizations which might (or could) provide the same services 

5.3 Applicant special libraries, information centers and knowledge centers are judged according to a point system.  Appendix A describes a recommended arrangement for assigning points.

5.4 At least one member of the applicant organization must be a current member of SLA.

6.0 THE AWARDS PROCESS. The SLA B&F Centers of Excellence Awards are an activity of the Business and Finance Division of the Special Libraries Association. 

6.1 Participants. As soon as possible after the annual meeting, the Chair and/or Board of Directors of the division will appoint the Center of Excellence Awards Chair and committee (to administer the awards) who will then recruit the panel of COEA judges.

6.2 Calendar. The calendar for the awards will include the following items:

• Promotion/publicity about the awards

• Announcement seeking awards applicants

• Application deadline

• Judges’ meetings (see 6.3 below)

• Announcement of winners

• Promotion/publicity about the winners

6.3 Specific elements of the awards process will be:

• Publicize the awards (committee)

• Receive applications and nominations (committee)

• Stage 1: Independent judges review of each applicant 

• Stage 2: Review and recommend winners (judges facilitated by COEA chair)

• Select winners (judges facilitated by COEA chair)

• Report winners (committee)

• Arrange publicity (committee)

• Schedule strategic learning contribution of award winners/coordinate presentations, publication of articles, etc. (committee)

7.0 The Application Process

7.1 There is no requirement to inform the Chair of the COEA of an intent to apply for the award. However, the Chair is always available to answer questions regarding the process.

7.2 The application consists of two (2) parts: 1) a Cover Page; and 2) the body of the Application.


7.2.1 The Cover Page (see Appendix B) serves two purposes:

· It communicates to the COEA Chair who the primary contact person is and explicitly states which category the application is to be considered under.

· It serves to acknowledge the requirements of the applicant should they win the award.

7.2.2 The “body” of the Application has no prescribed format. It can consist of a textual document, a graphic presentation, or an audio/video presentation. Whichever format the applicant chooses to use, it must address the criteria outliners in Section 5.0.

7.3 One of the requirements of the winning applicant, is to provide a form of their application that can be publicly displayed on the SLA B&F website. Therefore, if the initial application contains any proprietary information the applicant does not wish to publicly display, the applicant must be prepared to present a form of their application with the propriety information redacted. Please keep in mind the original intent of the Centers of Excellence Award, which is to share best practices with the SLA community.
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APPENDIX A:

Point System for Judging Criteria 

for the SLA B&F Centers of Excellence Awards

Categories/Items 








Point Values
1. Leadership 










150

1.1 Leadership in the applicant special library,






information center or knowledge center





80

1.2 Leadership within the parent organization




70

2. Strategic Planning 









210
2.1 Strategy development 






50

2.2 Strategy deployment 







60

2.3 Innovation







              100
3. Customer/User Focus 








85

3.1 Customer/user knowledge 






40

3.2 Customer relationships and satisfaction 




45

4. Information and Analysis 








90

4.1 Measurement and analysis of performance within




the special library, information center or knowledge center



50

4.2 Information management * 






40

5 Human Resource Focus 








85

5.1 Work systems 







35

5.2 Employee education, training and development 




25

5.3 Employee well–being and satisfaction 





25

6 Process Management 









85

6.1 Service processes 







45

6.2 Management/professional processes 





25

6.3 Support processes 







15

7 Service Results









 295
7.1 Customer–focused results






95
7.2 Human resource results 






80

7.3 Special library, information center or knowledge 

center effectiveness results 






120

Total Points 










1,000

* that is, the management of information relating to the management of the special library, information center or knowledge center (not information management as the mission of the special library, information center, or knowledge center)
APPENDIX B:

Special Libraries Association

Business and Finance Division

Centers of Excellence Awards

Application – Cover Page

Applicant Organization:










Applicant Organization Contact:


Name:












Phone:












E-mail:











COEA Category Designation:


Service









Management








Technology
Note: 

Submission of this Cover Page, along with the Application, acknowledges that should the Application be chosen as a winner the applicant organization will provide an alternate version of the Application should it contain proprietary information which cannot be publicly displayed.
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