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Baldrige Excellence Framework
- Drives continuous improvement journey
- Industry-agnostic, non-prescriptive
- Performance outcomes, leadership, 

customers and clients, systematic 
approaches

Continuous Improvement and the Strategic Planning Process

Strategic Planning Process
- Model for managing the Strategic Plan
- 7 phases and iterative

Environmental 
Scan

Visioning

Development

ValidationDeployment

Monitor and 
Measure

Improvement
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Phase 1 – Environmental Scan

• Employee Experience Results
• Racial Equity Action Plan Phase 1
• SF Economic Recovery Plan
• Executive Team Key Issues
• Others

• 2020 Hazards and Climate Resilience Plan
• SF Joint Report of Economy
• Baldrige Strategic Advantages and 

Challenges
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Phase 2 – Visioning

• Full-day Visioning session with 
the Executive Team to initiate 
the Strategic Plan

• Shared results of Environmental 
Scan with the Executive Team 

• Review previous Strategic Plans
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Phase 3 – Development

• Build on full-day session with the 
Executive Team

• Categorize ideas into buckets to 
develop Goals, Objectives and 
Actions

• About a year of regular meetings 
with the Executive Team
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Phase 4 – Validation

• Held feedback sessions from 
staff and managers across the 
organization

• Additional SME Focus Group 
sessions 

• Adjusted based on feedback (i.e. 
Mission and Vision)

• Aligned to Racial Equity Action 
Plan and Employee Experience 
Survey Workplace Initiatives

• Final prioritization by Executive 
Team
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Phase 5 – Deployment

• Executive Team nominated 
and approved self-nominations 
of leaders into roles:
• Objective Champions
• Action Leads
• Action Working Groups

• Orientation

• Trained on Kotter and Trust 
frameworks
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Phase 6 – Monitor and Measure

• Accountability – 
monthly Strategic Plan 
Director’s Meetings

• Administrative elements
• PowerPoint templates
• Executive Team briefing meetings
• Follow-up items

• Support development of 
strategic measures – focus on 
outcomes, not outputs
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Phase 7 – Improvement

• Pause to celebrate 
accomplishments

• Lessons learned list

• Administered survey to 
Objective Champions to adjust 
processes
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Strategic Plan Update – Goal 1: Valuing Our People​

Objective 1A: Provide Career Support​
• First draft of the "Basic Needs Library" completed and submitted for internal review and 

comment
• Career-pathing program flowcharts/material drafted

Objective 1B: Hire efficiently and timely for long-term success​
• Developed and finalized hiring process flowcharts and functional org charts to aide in 

improving and streamlining the hiring process​

Objective 1C: Improve the Workplace Experience
• Administered Employee Experience Survey, and discussed results with bureau managers​
• Wellness team launched 5+ events
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Strategic Plan Update – Goal 2: Delivering Impactful Projects and Services

Objective 2A: Improve Key Partnerships & Optimize Our Core Services
• Implementation of proactive street cleaning service order tracking, increasing service order parity from <10% to 

over 20%
• Developed financial reporting format to improve clarity of capital projects

Objective 2B: Be a leader in climate resilience and sustainability
• Engaging in Climate Action Plan workshops
• Working on fleet electrification, healthy ecosystems and low-carbon concrete (Buchanan Mall pilot)

Objective 2C: Reinvigorate our Emergency Management Program
• Incident Management Teams have been formed, are being trained and have conducted several drills; 7.8 

magnitude earthquake training exercise held during Fleet Week with 63 Public Works employees

Objective 2D: Assess organizational structure to determine the most effective framework for project delivery
• Implemented reorganization of our Capital Projects divisions in November 2024
• Established Project Design, Development and Delivery working group
• Developing key performance indicators for capital projects
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Strategic Plan Update – Goal 3: Revitalizing the City

Objective 3A: Beautify shared and public spaces 
• Updated design checklists with Operations checkpoints to ensure consistency amongst all 

projects
• Grant consultant onboarded and working on identifying and applying to grants that support 

revitalization efforts
Objective 3B: Support Citywide Housing Priorities and Initiatives

• Bluebeam rollout is showing positive results with fewer review cycles
• Permit tracking database beta was launched in August 2025

Objective 3C: Identify and Prioritize Ongoing Maintenance Funding for Capital Projects
• Strategic Asset Management Plan has been finalized, and asset-specific management plans are 

starting to be developed
• Leading a citywide asset management working group for information and lessons learned 

sharing
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