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BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

Bronze (Level 1) demonstrates a clear 
commitment to excellence, innovation 
and wellness. 

 The organization is in the early 
stages of implementing a long-term 
strategic focus on excellence, 
innovation and wellness that 
promotes good principles and 
practices as outlined in this 
Standard. 

 There is a commitment to 
continuous improvement with 
awareness and education on the 
Standard, and using internal and/or 
external assessment, either in a pilot 
project or across the organization, to 
assist the process of establishing 
priorities for improvement. 

The key outcomes of Bronze are: 

 Broad team support of the vision, 
mission, and values 

 Recognition of the importance of 
embedding excellence, innovation 
and wellness principles in decision 
making at all levels of the 
organization 

 Policy statements related to 
excellence, innovation and wellness. 

** This level requires an application plus an 

Excellence Canada approved assessment. 
A brief site visit by an Excellence Canada 
team of professionals will be required as 
well as the completion of a brief on-line 
staff survey to be conducted by 
Excellence Canada. 

Silver (Level 2) builds on the commitment 
and foundation established in Bronze. 

 A solid methodology is in place 
across the organization based on the 
Standard, and has been 
implemented in key areas. 

 The organization is in transition from 
a focus on “reacting” to issues to a 
more “proactive” approach. 

 Positive results are being achieved 
from improvement efforts in some 
areas. 

The key outcomes of Silver are: 

 A wider understanding by employees 
of the organization’s strategic 
approach to excellence, innovation 
and wellness 

 Strategic and operational plans are 
in place 

 Establishment of baseline indicators, 
measures and related goals for 
excellence, innovation and wellness. 

** This level requires an application plus an 

Excellence Canada approved assessment. 
A site visit by an Excellence Canada team 
of professionals will be required as well 
as the completion of a brief on-line staff 
survey to be conducted by Excellence 
Canada. Successful applicants are eligible 
to apply for a Silver CAE. 

Gold (Level 3) builds on the solid 
implementation of excellence, innovation 
and wellness established in Silver. 

 There is organization wide 
implementation of the strategic 
focus on excellence, innovation and 
wellness through the understanding 
and application of the Standard. 

 There is a sound, systematic 
approach to excellence, innovation 
and wellness in place. 

The key outcomes of Gold are: 

 Positive achievements in meeting 
and exceeding strategic goals 

 An organization-wide focus on 
excellence, innovation and wellness 
issues 

 Positive results are being achieved 
across all drivers, across all 
areas/departments of the 
organization 

 Widespread quantifiable 
improvement as a result of moving 
from reactive to proactive 
approaches and practices. 

** This level requires an application plus an 

Excellence Canada approved assessment. 
A site visit by an Excellence Canada team 
of professionals will be required as well 
as the completion of a brief on-line staff 
survey to be conducted by Excellence 
Canada. Successful applicants are eligible 
to apply for a Gold CAE. 

Platinum (Level 4) builds on the 
achievements and outcomes from the 
previous three levels with a focus on 
establishing sustainable practices. 

 The organization has achieved good 
to excellent results and positive 
trends from its efforts for overall 
improvement in excellence, 
innovation and wellness. 

 The organization can clearly identify 
sustained improvements against 
specific objectives and goals. 

The key outcomes of Platinum are: 

 Sound systemic or systematic 
approach to excellence, innovation 
and wellness 

 Continuous improvement is a “way 
of life” with full integration into 
culture and systems 

 Sustained positive improvements in 
all areas over at least three years 
(trend data required) 

 The organization is viewed as a 
leader within its sector regarding 
Excellence, Innovation and Wellness 
in terms of   knowledge sharing, 
industry and benchmark leadership 
and best practices. 

** This level requires an application plus an 

Excellence Canada approved assessment. 
A site visit by an Excellence Canada team 
of professionals will be required as well as 
the completion of a brief on-line staff 
survey to be conducted by Excellence 
Canada. Successful applicants are eligible 
to apply for a Platinum CAE.  
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LEADERSHIP AND GOVERNANCE LEADERSHIP AND GOVERNANCE LEADERSHIP AND GOVERNANCE LEADERSHIP AND GOVERNANCE 

BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

1.1 Leadership and Governance 2.1 Leadership and Governance 3.1 Leadership and Governance 4.1 Leadership and Governance 

a) At Bronze (Level 1), it is important that the 
senior leadership team endorses and supports 
the following operating principles: 
 Leadership involvement 
 A primary focus on the customer experience 
 Co-operation, teamwork, and continuous 

learning 
 A focus on excellence, innovation and 

wellness 
 A focus on continuous improvement 
 Commitment to fact-based decision-making 

through the use of data and measurement 
 Commitment to corporate social 

responsibility 
 Commitment to good governance, including 

enterprise risk management, and financial 
controls. 

b) Key policies and/or written statements exist in 
the organization that address excellence, 
innovation and wellness. 

c) In the decision-making process, the 
organization considers the wide-spread impact 
of decisions on customers and employees. 
Impacts include quality, safety, health and 
societal issues. 

d) There is a method to review and ensure 
compliance with relevant provincial and 
national case law, regulations and standards, 
including human rights, privacy, health and 
safety, disability, accessibility, employment 
standards, etc. 

e) A policy that demonstrates respect for diversity 
is well understood in the organization. 

a) Governance framework policies 
applicable to the organization’s 
mandate and goals have been 
established, and such policies 
have been communicated across 
all areas. 

b) Shareholder/stakeholder 
management practices are 
defined. 

c) There is clear accountability and 
cascading of responsibility for 
excellence, innovation and 
wellness. 

d) Indicators of effectiveness of 
leadership have been established 
and measured. 

e) Training has been provided to 
key stakeholders and goals and 
indicators have been established 
related to diversity. 

a) Governance framework policies 
are being met throughout the 
organization, e.g., accountability 
for management actions, fiscal 
control, privacy, security and 
ethics. 

b) A healthy balance between 
proactive and reactive 
shareholder/stakeholder 
management has been achieved. 

c) Leadership is involved and kept 
informed about the impacts of 
excellence, innovation and 
wellness, and uses the 
information to make decisions 
and take action. 

d) There is an ongoing commitment 
to continuous improvement 
through: 

 Leadership actions and 
accountability  

 Allocation of resources 
 Review of the overall 

approach to the 
implementation and 
progress of this Progressive 
Excellence Program

® 
(PEP). 

e) Leaders at all levels influence, 
and are held accountable, for 
strengthening organizational 
culture in a positive way. 

f) Goals and indicators related to 
diversity are being achieved. 

a) There is consistent achievement 
in meeting Governance 
framework policies. 

b) There exists a demonstrated 
ability to positively impact 
shareholder/stakeholder 
relations (policy and regulatory 
impact). 

c) Highly effective workplace “best” 
practices are identified and 
shared, internally and externally. 

d) There are consistent measures of 
achievement in meeting  relevant 
provincial and national case law, 
regulations and standards, 
including human rights, privacy, 
health and safety, disability, 
accessibility, employment 
standards, etc. 

e) There is consistent achievement 
in meeting goals for diversity. 
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STRATEGY AND PLANNING STRATEGY AND PLANNING STRATEGY AND PLANNING STRATEGY AND PLANNING 

BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

1.2 Strategy and Planning 2.2 Strategy and Planning 3.2 Strategy and Planning 4.2 Strategy and Planning 

a) There is a vision, mission and/or 
values statement that has had 
input from key stakeholders. These 
statements are communicated 
broadly. 

b) Financial, human and related 
resources are committed to 
excellence, innovation and 
wellness. 

c) Enterprise risks have been 
identified. 

d) The organization uses a variety of 
methods to communicate its 
various policies and plans. 

a) An organization-wide Strategic Plan has 
been developed and implemented with 
input from all stakeholders. 

b) Flowing out of the Strategic Plan, a 
balanced set of key priorities and 
measurable goals has been developed 
that relate to excellence, innovation and 
wellness, as reflected in various plans. 
These are: 

 Established with input from key 
stakeholders 

 Determined for operating budget 
development and for inclusion in the 
organization’s operating plans 

 Communicated across the 
organization to build awareness. 

c) Baseline indicators to measure 
performance against goals have been 
established in plans (or sections of plans) 
and are monitored regularly through 
methods such as the “Organizational 
Excellence Scorecard” e.g., 

 Customer experience 
 Governance and financial management 
 Corporate Social Responsibility including 

energy management and environmental 
sustainability  

 Enterprise risk management 
 Continuous quality improvement, process 

and project management, and 
partner/supplier 

 Innovation 
 Knowledge Management  and 

Information Technology 
 Human Resources, Wellness and Mental 

Health 

a) The Strategic Plan and all related 
plans, e.g., plans in the 
“Organizational Excellence 
Scorecard”, are kept current, 
monitored and evaluated for 
achievement. 

b) The “Organizational Excellence 
Scorecard” (or equivalent) is used 
throughout the organization to 
monitor, measure and evaluate 
ongoing performance against 
established goals and related 
indicators. 

c) There is broad understanding and 
involvement throughout the 
organization of priorities and goals 
and progress on plans and results 
is communicated and celebrated. 

d) Innovation and knowledge 
management are evident across 
the organization and the results 
inform product, service and 
process design. 

a) The ongoing planning process is 
evaluated for all plans and there is 
evidence of improvement over 
time. 

b) Levels and trends are used to 
measure overall financial 
performance, i.e. adherence to 
budgets, expenditure 
management, revenue and asset 
management. 

c) The “Organizational Excellence 
Scorecard” (or equivalent) is used 
to monitor, measure and evaluate 
sustained results over time. 

d) Innovation and knowledge 
management consistently informs 
product, services and process 
design and the organization is 
recognized for its innovation. 

e) Levels and trends are used to 
successfully mitigate risks in the 
organization. 
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CUSTOMER EXPERIENCE CUSTOMER EXPERIENCE CUSTOMER EXPERIENCE CUSTOMER EXPERIENCE 

BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

1.3 Customer Experience 2.3 Customer Experience 3.3 Customer Experience 4.3 Customer Experience 

a) The organization identifies and 
segments its current customer 
groups based on needs and values. 

b) A customer experience policy exists 
and has been communicated clearly 
and consistently to all customers and 
employees. 

c) The organization communicates with 
its customer groups using a variety 
of methods. 

d) Employees understand the 
importance of contributing to 
positive customer service. 

e) A customer feedback 
process/mechanism is in place. 

a) Linked to the Strategic Plan, a 
Customer Experience Plan is in place 
that defines the customer 
experience, with a plan of how to 
deliver and measure the experience. 

b) The organization’s services have 
been aligned to the needs and value 
of its customer groups. 

c) Customer requirements are 
identified, analyzed and 
communicated to employees. 

d) Customer service standards exist at 
key customer contact points and are 
integrated into team or individual 
performance plans. 

e) Mechanisms are in place for 
customers to: 

 Provide input on their 
requirements 

 Seek assistance, and 
 Give feedback on measures that 

are relevant to them. 

f) Baseline customer feedback 
measures (Voice of the Customer) 
have been identified. Results have 
been collected, and used to inform 
planning and innovation. 

g) The value of the organization’s 
services has been communicated to 
its stakeholders. 

a) The Customer Experience Plan is 
monitored, evaluated and updated 
for ongoing improvement. 

b) Customer requirements (current and 
future) are identified, analyzed, 
evaluated and communicated on a 
repeatable and reliable basis. 

c) Customer service standards for 
identified key customer contact 
points, are measured and evaluated 
for ongoing improvement. 

d) The organization responds promptly 
to effectively address customer 
inquiries and to resolve customer 
concerns. Customer loss also is 
tracked and evaluated. 

e) Voice of the Customer data is 
systematically collected and/or 
recorded and evaluated, and shared 
with customers for ongoing 
improvement. 

f) Services and products are enhanced 
by using knowledge of markets, 
partners and customers. 

a) Levels and trends are used to 
enhance and improve the customer 
experience (loyalty, retention, life 
cycles, products and services, market 
share, growth, new markets etc.) 

b) Levels and trends of performance 
are used in dealing with customer 
inquiries, complaints and appeals. 
Customer relations are proactively 
managed to improve customer 
retention. 

c) Levels and trends for meeting 
established customer service 
delivery standards at identified key 
customer contact points, are used 
for sustained improvement. 

d) The organization uses benchmarking 
and/or other related sources, e.g., 
advisory boards, user groups, to 
evaluate performance. 
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PEOPLE ENGAGEMENT PEOPLE ENGAGEMENT PEOPLE ENGAGEMENT PEOPLE ENGAGEMENT 

BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

1.4 People Engagement 2.4 People Engagement 3.4 People Engagement 4.4 People Engagement 

a) The leaders actively promote a 
culture of work/life balance. 

b) A policy (or policies) exists that 
clearly demonstrates a 
commitment to people and 
wellness, including the elements 
of: physical environment and 
occupational health and safety; 
health and lifestyle practices; 
workplace culture and supportive 
environment; and mental health. 

c) Awareness training is provided for 
employees, covering the 
organization’s excellence journey, 
including references to the 
Excellence Canada Standard. 

d) Human resources policies have 
been developed and are available 
to all employees for easy access. 
Human resources policies should 
address relevant human rights 
legislation and issues to protect 
against harassment and 
discrimination in the workplace. 

e) Internal customers are identified. 

a) A strategic Human Resources Plan and a 
Wellness Plan which includes mental 
health, are in place and clearly link to 
the overall Strategic Plan and related 
operational plans. 

b) There is a system in place for 
recruitment, selection, and on-boarding 
of employees. 

c) Employees clearly understand their 
roles and responsibilities as outlined in 
current position descriptions. 

d) There is a system in place for the 
management of employee performance 
and retention. 

e) Improving leadership, management, and 
supervisory interpersonal skills and 
abilities is a high priority. 

f) Training and development requirements 
are determined with employee input, 
and employees are assisted in acquiring 
and implementing new skills. 

g) Human resources, wellness and Voice of 
the Employee indicators are developed, 
measured and communicated. 

h) Management provides various avenues 
for employees to provide feedback, and 
to put forward innovative ideas and 
suggestions for improvement. 

i) Internal customer satisfaction is 
measured for ongoing improvement and 
results are communicated. 

a) The Human Resources Plan and a 
Wellness Plan, which includes 
mental health, are monitored, 
evaluated and updated as 
appropriate. 

b) Employees can easily seek assistance 
in addressing issues, concerns and 
opportunities and their concerns and 
ideas are promptly addressed. 

c)  Whenever possible, employees are 
involved in decisions that directly 
impact them.  

d) Innovative ideas are encouraged, 
shared and celebrated. 

e) Collection of human resources, 
wellness and Voice of the Employee 
indicators is ongoing, and the results 
are shared widely as appropriate and 
used to inform ongoing program 
improvement. 

f) There are formal and informal 
mechanisms in place to recognize 
the contribution of employees and 
teams. 

g) Training and development programs 
are evaluated for effectiveness. 

h) A formal succession plan is in place 
for key positions. 

i) Internal customer satisfaction 
continues to be measured for 
ongoing improvement and results 
are communicated. 

a) Levels and trends of the 
effectiveness of human resources, 
wellness and Voice of the 
Employee indicators are used for 
sustained improvement. 

b) Levels and trends are used to 
measure the effectiveness of 
training and development and the 
related alignment to impacting 
organizational results. 

c) There is evidence that succession 
planning is effective. 

d) Levels and trends of internal 
customer satisfaction are used to 
improve service to other areas of 
the organization. 

  



EXCELLENCE, INNOVATION AND WELLNESS STANDARD 

8                                                                                                                                                                                                                                                   © Excellence Canada, June 6, 2012 (Rev. July 11, 2013) 

PROCESS AND PROJECT 

MANAGEMENT 
PROCESS AND PROJECT 

MANAGEMENT 

PROCESS AND PROJECT 

MANAGEMENT 

PROCESS AND PROJECT 

MANAGEMENT 

BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

1.5 Process and Project 
Management 

2.5 Process and Project 
Management 

3.5 Process and Project 
Management 

4.5 Process and Project 
Management 

a) There is a commitment to better 
manage and improve key policies 
and procedures in the organization. 

b) Key processes and projects have 
been identified. 

c) Training for process and project 
management and related tools is 
planned and/or underway for 
involved employees. 

a) Key work processes and/or 
procedures, including process 
ownership, are documented using a 
consistent methodology across the 
organization, and are easily 
accessible by all employees. 

b) Key internal stakeholders across 
organizational levels are involved in 
process improvement activities with 
demonstrated input from employees 
directly impacted by any changes. 

c) Key processes are assessed for their 
impact on the safety of customers, 
partners and suppliers and the 
physical and mental health and 
safety of employees. 

d) Key measures have been identified 
and data is actively being collected 
and used to measure and monitor 
key process stability. 

e) Training for process and project 
management has been expanded to 
management and others as required. 

f) A standardized method is in place for 
project management. 

a) Key processes are actively measured 
with target performance levels 
established. These are monitored to 
ensure consistency, and the results 
used for ongoing improvement. 

b) Key processes are analyzed, root 
causes are dealt with, and changes 
to key processes are documented 
and communicated. 

c) Projects are managed consistently, 
monitored and evaluated for 
success. 

d) Change management principles and 
activities have been integrated into 
improvement plans and projects. 

e) All stakeholder groups (employees, 
customers, key partners and 
suppliers) are involved in process 
improvement activities, e.g., in 
problem solving and improvement 
teams. 

a) Continuously improving levels and 
trends in performance are used for 
key service and/or product delivery 
processes. 

b) Level and trends demonstrate that 
key partners, suppliers and 
customers are increasingly involved 
in process management and 
improvements. 

c) Levels and trends are used for 
successful project management. 

d) Change management activities have 
been successful and there is clear 
evidence of “buy-in” to new 
methods or improvements across 
the organization. 
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PARTNERS AND SUPPLIERS PARTNERS AND SUPPLIERS PARTNERS AND SUPPLIERS PARTNERS AND SUPPLIERS 

BRONZE:  FOUNDATION SILVER:  ADVANCEMENT GOLD:  ROLE MODEL 
PLATINUM:  SUSTAINED WORLD CLASS 

PERFORMANCE 

1.6 Partners and Suppliers 2.6 Partners and Suppliers 3.6 Partners and Suppliers 4.6 Partners and Suppliers 

a) Key partner and supplier groups 
have been identified e.g., 

 Financial partners (e.g., win/win 
financial partners i.e., profit sharing, 
commissions, royalties, etc.) 

 Non-financial partners (e.g., 
volunteers, agencies, charities etc.) 

 Suppliers. 

b) A policy (or policies) is in place that 
includes different forms of partner 
and supplier relationships. 

c) Appropriate information and criteria 
is used to select capable financial 
and non-financial partners and 
suppliers. 

a) A Partnership Plan is in place that 
links to the Strategic Plan. 

b) The organization establishes and 
maintains co-operative working 
relationships with key partners and 
suppliers, and responds to feedback 
effectively. 

c) Prior to procurement and whenever 
possible, employees are involved in 
assessing the impacts of products or 
services that impact on their health, 
safety and/or productivity. 

d) Baseline partner and supplier 
performance measures are identified 
and collected. 

a) The Partnership Plan is reviewed to 
ensure that it is consistent with the 
existing Strategic Plan and/or 
evolving needs of the organization. 

b) The performance of partners and 
suppliers is measured and analyzed 
for ongoing improvement. 

c) Satisfaction of key partners and 
suppliers is monitored and the 
results are used for ongoing 
improvement. 

d) Key partners and suppliers 
collaborate in an innovative way in 
the design, development and 
enhancement of relevant services 
and/or products. 

a) Levels and trends of the 
organization’s satisfaction with key 
partners and suppliers are used for 
sustained improvement. 

b) Levels and trends in key partner and 
supplier satisfaction with regard to 
the relationship with the 
organization are used for sustained 
improvement. 

c) Levels and trends of involvement of 
key partners and suppliers in 
services and/or products are 
measured and used for sustained 
improvement. 

 


