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Selected Resources 

 

The Center received the Malcolm Baldrige National Quality Award in 2009. The link below 
will take you to a list of Baldrige Award recipients’ contact information and applications.     

http://www.baldrige.nist.gov/Contacts_Profiles.htm 

Benchmarking 

Carmichael, P., & Carter, L. (2009). Best practices. Leadership Excellence, 26(11), 16-17. Retrieved from 
Business Source Complete, EBSCO 

Chwan-Yi Chiang, & Lin, B. (2009). An integration of balanced scorecards and data envelopment analysis 
for firm's benchmarking management. Total Quality Management &  
Business Excellence, 20(11), 1153-1172. doi:10.1080/14783360903248286  

FedScope - getting started Retrieved 2/24/2010, 2010, from 
http://www.fedscope.opm.gov/intro/start.asp#Cubes  

Foster, T. C., Johnson, J. K., Nelson, E. C., & Batalden, P. B. (2007). Using a Malcolm Baldrige 
framework to understand high-performing clinical microsystems Quality & Safety in Health Care,       
16(5), 334-341. doi:10.1136/qshc.2006.020685  

Gapp, R., & Fisher, R. (2008). Achieving organisational transformation: An action learning approach. 
Total Quality Management & Business Excellence, 19(6), 609-625.  
doi:10.1080/14783360802024424  

Index - the benchmarking forum - ASTD Retrieved 2/24/2010, 2010, from 
http://www.astd.org/membership/forums/benchmarking/  

Jacobs, B. E. (2009). Benchmarking performance.(best practices) Retrieved from General OneFile, Gale  

Labor force - home Retrieved 2/24/2010, 2010, from 
http://www.census.gov/hhes/www/laborfor/laborforce.html  

Likierman, A. (2009). The five traps of performance measurement. Harvard Business Review, 87(10), 96-
101. Retrieved from Business Source Complete, EBSCO 

NM department of workforce solutions labor market information Retrieved 2/24/2010, 2010, from 
http://www.dws.state.nm.us/dws-lmi.html  
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Engagement 

Buckingham, M., & Coffman, C. (1999). First, break all the rules : What the world's greatest managers do 
differently. New York, NY: Simon & Schuster. Retrieved from Contributor biographical information 
http://www.loc.gov/catdir/bios/simon051/99019452.html Publisher description 
http://www.loc.gov/catdir/description/simon041/99019452.html Sample text  

Coffman, C. & Gonzales-Molina, G. (2002).  Follow this Path: How the World's Greatest Organizations 
Drive Growth by Unleashing Human Potential. New York: Warner Books 
http://www.loc.gov/catdir/samples/simon031/99019452.html  

 
Fleming, J.H. & Asplund, J. (2007). Human Sigma: Managing the Employee-Customer Encounter. New 

York: Gallup Press 

The gallup path Retrieved 2/24/2010, 2010, from http://www.gallup.com/consulting/1528/gallup-path.aspx  

Haudan, J. (2008). The art of engagement : Bridging the gap between people and possibilities. New York: 
McGraw-Hill. Retrieved from Contributor biographical information 
http://www.loc.gov/catdir/enhancements/fy0910/2009275961-b.html Publisher description 
http://www.loc.gov/catdir/enhancements/fy0910/2009275961-d.html  

 

Performance Based Interviewing 

Behavioral interviews Retrieved 2/22/2010, 2010, from 
http://careerplanning.about.com/od/jobinterviews/a/beh_int_lng.htm  

 

Strategic Planning 

Buckingham, M., & Clifton D.   (2001) .  Now, discover your strengths.  New York: Free Press 
 
Campbell, S. & Liteman, M. (2003). Retreats that work. San Francisco: Jossey-Bass 
 
Cooperrider, D.L., Whitney D. & Stavros J.M.  (2003).  Appreciative inquiry handbook. Bedford    Heights: 

Lakeshore Publishers 
 
Davis, P.J. (2006). Professional practice: In search of the common wealth: a service-profit chain for the public 

sector.  International journal of Productivity and Performance Management, 55(2), 163-172. DOI: 
10.1108/17410400610641735 

 
Gallup Management Journal - institutional subscription e-mailed to all managers 
 
Garvin, D.A., Edmondson, A.C. & Gino, F. (2008).  Is yours a learning organization?  Harvard Business 

Review, 86 (3),  109-116. Retrieved from Business Source Complete, EBSCO 
 
Heskett, J.L, Sasser, W.E &  Schlesinger, L.A. (1997). The service profit chain: how leading companies 

link profit and growth to loyalty, satisfaction, and value. New York: Free Press 
 

http://www.loc.gov/catdir/bios/simon051/99019452.html
http://www.loc.gov/catdir/description/simon041/99019452.html
http://www.loc.gov/catdir/samples/simon031/99019452.html
http://www.gallup.com/consulting/1528/gallup-path.aspx
http://www.loc.gov/catdir/enhancements/fy0910/2009275961-b.html
http://www.loc.gov/catdir/enhancements/fy0910/2009275961-d.html
http://careerplanning.about.com/od/jobinterviews/a/beh_int_lng.htm
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Kaplan, R.S. (2006). The balanced scorecard: translating strategy into action.  Boston: Harvard Business 
School Press  
 
Kaplan, R.S. (2004). Measuring the strategic readiness of intangible assets.  Harvard Business Review, 

82(2), 52-63.  Retrieved from Business Source Complete, EBSCO  
 
Kaplan, R.S. & Norton D.P. Having trouble with your strategy?  Then map it.  Harvard Business 

Review,78(5), 167-176.   Retrieved from Business Source Complete, EBSCO 

Morgeson, F. P., Campion, M. A., & Levashina, J. (2009). Why don't you just show me? performance 
interviews for skill-based promotions.(report) Retrieved from General OneFile, Gale  

O'REILEY, T. (2008). Hire right. Las Vegas Business Press (10712186), 25(42), 20-22. Retrieved from 
Business Source Complete, EBSCO 

Performance based interviewing (PBI) Retrieved 2/22/2010, 2010, from 
http://www4.va.gov/pbi/Interviewee/PBI_introduction.asp  

Oblinger, D.  (2006).  Learning Spaces.  Boulder: Educause 
 
Straker, D. (1997). Rapid problem solving with post-it notes.  Cambridge: Da Capo Press 
 
Studer, Q. (2006). Selecting and retaining talent. Health Care Registration: The Newsletter for Health 

Care Registration Professionals, 16(1), 1-10. Retrieved from Business Source  
Complete, EBSCO 

 
Using behavioral interviewing to help you hire the best of the best. (2004). HR Focus, 81(8), 5-6. 

Retrieved Business Source Complete, EBSCO 
 
 

ISO 

Charles A. Cianfrani, Joseph J. Tsiakals, West, J. F., West, J., & and Joseph J. Tsiakals. (2009). ISO 
9001: 2008 explained . Milwaukee, Wis.: ASQ Quality Press.  

Collins, J. J. (2001). Good to great: Why some companies make the leap... and others don't . New York: 
HarperBusiness.  

Helbig, M. (2010). Certifying a university ENT clinic using the ISO 9001:2000 international standard. 
International Journal of Health Care Quality Assurance, 23(3):268-76. 

Palmes, P. C. Process driven comprehensive auditing: A new way to conduct ISO 9001:2008 internal 
audits, second edition ASQ Quality Press.  

Phillips, A. ISO 9001:2008 internal audits made easy: Tools, techniques, and step-by-step guidelines for 
successful internal audits, third edition ASQ Quality Press.  

Strasser, P. B. (2003). Environmental, health, and safety management systems and auditing programs: 
Part I--the evolution. AAOHN Journal: Official Journal of the American Association of Occupational 
Health Nurses, 51(4), 161-163.  

http://www4.va.gov/pbi/Interviewee/PBI_introduction.asp
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Strasser, P. B. (2003). Environmental, health, and safety management systems and auditing programs--
part II. AAOHN Journal: Official Journal of the American Association of Occupational Health Nurses, 
51(8), 327-330.  

West,Charles A.Cianfrani and John E.(Jack). Cracking the case of ISO 9001:2008 for service, second 
edition: A simple guide to implementing quality management in service organizations Quality Press.  

 


