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ABSTRACT
Human Resource managers are beirgged to broaden their business
competencies toward the strategieation of organizational value and goal
attainment. These business competencies have been identified in the Malcolm
Baldrige National Quality Award (MBNQA) as key competencies for business
professionals. This study explordsman Resource executives' (HRES)
perceptions of necessary iness competencies and istigates their views about
creating organizational valu€he work reveals that HREs perceive that business
acumen is an important tool to fatalie the realization of human resource
strategic goal attainment. Of the seW#BNQA criteria, leadeship, customer and
market focus, and human resource foaresparticularly releant to this study.

INTRODUCTION

In the current global business environmentnaggers are increasingly being called upon to
contribute to their organizationgpals and to create value. Bgsinesses expand, the enhancement
of human capital as a significant element dbigeacreation is becomingore apparent (Zhang &

Jin, 2006). Therefore, it is essential that besefunctions, including Hiean Resources (HR), are
effective in their efforts to meet this valdelivery challenge (Toulson & Dewe, 2004; Lipiec,

2001). McLean (2005), for example, estimates that human capital accounts for 85% of a business
value (p. 27). However, if Human Resourcesstoet provide the valueontribution needed by

their organizations, value creation issuesaase (Christensen, 200Bates, 2004; Ulrich &
Smallwood, cited in Effron, Gandossy & Goldsmi2003). These issues can have significant
negative impact upon an orgaation's value realization.

In today's business world, human resoursédxing urged tbroaden its business
competencies toward the strategic creation gaoizational value and goal attainment (Langbert,
2000; Walker, 2002; Cabrera, 2008right, Dunford & Snell, 2001).fiese business competencies
have been identified in the Malcolm Balgki National Quality Award (MBNQA) as key
competencies for business professionbte MBNQA identifies seven key competencies
necessary for business professils, including Human Resaar executives (HRES). These
competency categories are leadership; gir@@anning; customeand market focus;
measurement, analysis, and knowledge management; human resource focus; process management;
and results [goals attainmen#006 Criteria for Performance Excellenge10). Of these seven,
leadership, customer and market focus, and hunsmuree focus were particularly relevant to this
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study. As the National Institute of Standaral& echnology (i.e., NIST) cautions, organizations,
through the efforts of differémepartments, must understivalue creation by correctly

perceiving what different stakelder groups value and then tbglivering value to each group
(p.76). Additionally, Anthony, Kacmar, and Panre (2002) observe that “human resource
professionals should view the people they adse of the HR stakeholder groups] as customers
and themselves as service representative2Q)p.Correspondingly, “having all employees focus
on customers contributes significantly to aeing organizational goaland maintaining a
competitive advantage” (Mathis & Jackson, 2006)wieeer, HRES' perceptions are frequently not
aligned with the organization's needs (Kocaku& Harris, 2002) or customer focus.

When companies utilize the MBNQA proces®tithannel business activities in consistent
directions to enhance customvalue and overall business succe¥®§ Criteria for Performance
Excellence; Calhoun, 2002). The MBNQA business compeies, first established in 1987, were
the foundation of this rese#r.cThe criteria are noted aframework for organizational
improvement. Since an organization is “a group@dple working together to achieve common
goals” (Moorhead & Griffin, 1998, p. 446), HR is arganization within thgreater structure of a
business (Palthe & Kossek, 2003)omler to improve overall performance and to attain the
internal goals of the HR organization and thgérercompany (Langbert, 2000), it follows that HR
may enhance its leadership role by successimlplementing the Malcolm Baldrige criteria for
business competencies. Therefore, this studyetilthese criteria asfoundation for research
methodology.

MBNQA business criteria, including the leadepstriterion and custmer orientation, are
fundamental to Human Resource's achievemeatgznizational goals (Lipiec, 2001). Ulrich
concurs that human resource leadze those who consult with theternal clients and deliver
value (Vosburgh, 2003, Interview). Hence, thiessh suggests thatase exists for further
study about HRES' perceptions chdiership and a customer focukated to value creation within
twenty-first century organization$he literature isuggesting that research could explore how
human resource executives’ perceptions of reduiesiness competencies influence their ability
to create organizational value.

Additionally, HREs need to coiter quality as one of itavenues to developing business
competitive advantage (Ulrich & Brockbank, 2008y design, the MBNQA focuses upon quality
and value creation attainment (Fisher, Schodhf&8haw, 2006). This quality is the offering of
"the products or services thagst meet customer expectatiofidlrich & Brockbank, p. 158). As a
result, if HREs are aware of their internal client needs and meet those, they fulfill the expectation
to provide quality and value creation. Consequeimlorder to ensurelREs are providing value
creation, Sullivan (2003) directs HREs to measauccess "based on the customer perception of
the quality of your workforce" (para. 16). #MBNQA criteria facilitde this performance
measurement by providing metrics for HRE$easure their successful implementation of
business competencies. As a result, the useediBNQA criteria as a focus of this study added
to the research in the areBHRES' business competencies.

RESEARCH METHODOLOGY

The research conducted was a qualitatiagatory study. This was a purposive study
and included explanation (Cooper & Schindl€Q2, p.14) as the analysis emerged (Creswell,
2003). Thus, this study was a work to ascertaimat is." Feedback was sought from the
informants via interviews. Qutative methods with standardethods of triangulation were
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utilized. Triangulation was conducted via iniewing, document review, and observation. The
goal was not to produce generalizable resulta/gver, some applicability was planned for the
benefit of business professionals.

Currently, there is a scarcity of research tie utilized the MBNQA criteria to investigate
HRES' perception of business competencies necessary for value creation. Tomkovich (1999) used
the MBNQA as the foundation for studying businessggmance; however, the target research
participants were small bugiss accountants. Fritz (1993y@stigated higher education
professionals’ perceptions of the degree of fuli@hmhof the MBNQA criteria but did not include
organizational HREs as part of the reseancup. To date, researchers have not thoroughly
analyzed HR executives’ perceptions of the bessnrcompetencies neededvalue creation. In
addition, researchers have not fully examinedEdRise of Malcolm Baldrige (MBNQA) criteria
as the meta-qualities of business competency.

If HREs can demonstrate that they havemadepth understanding ttie MBNQA criteria,
as demonstrated through business competertcg@msequent improvements that create value,
they will gain credibility aseaders in business value enhament endeavors (Meisinger, 2003;
Lee, Rho, & Lee, 2003). This business compegancludes implementation of the "human
resource" and "market" criteria of the MBNQA feerformance excellenc&hese criteria include
attention to improving customer value whileximaizing the organization's effectiveness and
productivity (Fisher, 2005). The MBNQA's "humeasource" criterion stress that human capital
activities must be aligned withdlorganization's goals and strate@§0¢ Criteria for
Performance Excellence). It follows that HRES, as leades§the HR organization, need market
awareness and an ability to manage the aggent organization. Tik knowledge can be
demonstrated through HRES' fulfillment oEtMBNQA criteria. This study's research
methodology demonstrated that the MBNQA crétere appropriate tafor studying HRES'
perceptions of business competesaneeded to create value.

Although interviews were the primary elemeiithe research, observation and document
review were also be conduct&ualitative research comes from a constructivist or interpretivist
paradigm (Compeau, Franke, Donthu, & Gardtteaj utilizes a phenomenological inquiry and
“naturalistic approaches to effectively and hidislly understand human experience in context-
specific settings” (Patton, 1990, p.37, cite@mulitative Research Methods, 2005). Therefore,
this study's findings interpreted the infoitioa gained through phen@nological inquiry of
human resource executives in their wodgqas. The research result was narrative and
interpretive. Maxwell & Le@mis (2003) state that qualitative raseh results can be transferable
and can be generalized to theory (cited ishekkori, Teddlie, p. 252). Therefore, the findings
discuss whether the research results of thidystan be transferred tbeory about business
competencies and HRES' perceptions atlmage competencies and value creation.

For content validity, a social science professbo is familiar with qualitative research
studies and research interests reviewed thevietg questions. A pilot test was conducted to
assess the questions' length and clarity as wéleaability of the interview questions to obtain
the concepts necessary to answer the research questions.

Validity and Reliability
Maxwell and Loomis (2003) describe qualitatresearch's forms afternal validity as

descriptive, interpretive, constiiyand causal validity (cited ifashakkori, Teddlie). The forms
that were most relevant to thetudy are descriptive and interpive validity. Using the Maxwell
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and Loomis definitions for these types ifigiy, this study offered validity through rich
descriptions of settings in wdh the research occurred. Addiially, this study offered valid
statements about the participaméported perceptions. Merriard002) notes that flexibility in
this research approach suggests that "theydesgil emerge and develop during data collection.”
Although the design was preplanned, the use of-semnctured interviewsecessitated the need
for the design process to emerge during datiection of HRES' inteviews. Flexible (Robson,
2002) qualitative research design provides googlares if it meets expected characteristics,
including the fact "the research starts withregke idea or problem that the researcher seeks to
understand, not a causal relatiopsbi variables or a compaos of groups” (p. 166). This study
was based upon a single idea addRES' perceptions of business competencies as they
influence HRES' ability to create organizational value.

Although Merriam contends that there are a banof risks to validy within qualitative
methodology, validity is still impaant in the qualitdéve design. Creswell (2003) observes that
validity determines that findings are accur#tdditionally, Morse, Barrett, Mayan, Olson, and
Spiers (2002) contend that qualive researchers cdacilitate validityand reliability by
verifying trustworthiness, relevancy, and utildaf/the study during and after its implementation.
Correspondingly, Lincoln and Guba (1985) pragptsat trustworthiness criteria include
credibility, transferability, dependability, andrdomability. Therefore, during the research
process the researcher ensured that good redeatutiques were Uitzed. For instance, the
interview guide was used to eliminate interviewis as much as possible and led to credible
and dependable results.

Internal validity for tlis study was established by ensuring tjuestions were clear and easy to
understand. Triangulation teciques used to increase resultealidity are described further
below.

There is a concern about whether qualiatesearch can lead to determination of
reliability. An audit trail is one way to achieveliability. Additionally, qualitative research
reliability and generalizabilityplay a minor role" in this method's inquiry (Creswell, 2003, p.
195). Miles and Huberman recommend critéoiprovide good research technique. These
include that the researcher should have "stamgliarity with the phenomenon and the setting
under study.” As the researcher of this study hasraeyears of experience in human resource
management, this criterion was fulfilled. Additionally, Miles and Huberman also recommend
that the researcher have "good 'investigasikds, including doggedness, the ability to draw
people out, and the ability to ward off prematclasure” (p. 38). The researcher of this study
has several years of professiomaérviewing experience which facilitated the fulfillment of this
criterion.

These tools guided this research's methmgiolGenerally in the qlitative literature
(Miles & Huberman, 1994; Robsg, 2002) it is observed thatajitative datadoes not elicit
validity and reliability, yet interview instrumenised need to have reliability and validity. The
precautions delineated by authors cited heneweviewed during the research process to
maximize this study's credibility.

Sample
"An early design decision concerns the poparatrom which the sample of respondents

is to be drawn" (Robson, 2002, p. 240). Since thessttn is governed by the research questions
and the available resources, this study's @ijmr were human resirce executives. Robson
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notes that it would be unusualdeal with an entire population, acssample, that is, a selection
from the population, must be delined. This author also states that the sampling frame is the
"the source of the eligible population from iatn the survey sample is drawn" (p. 240).
Qualitative research implemented purposeful danggMaxwell & Loomis, cited in Tashakkori,
Teddlie, 2003) because the researcher usegithgment to achieve a specific purpose (Robson,
2002) of gaining more knowledge about HREstpptions of business competencies necessary
for success and value creation withiarenty-first century organizations.

The research population was Bf director level and abovef mid- and large-sized
firms with revenues at least $50 million in timanufacturing and service sectors. This study's
researcher chose this sample frame bedgserganizations that house these HREs will
develop strategic plans. FolMing Miles and Huberman's (199@)ocedures, the sample group
helped the researcher uncover basic processes that are filmendation of this study. Since a
purposive sample afforded the researcher the tpmor to build a sample that "enables the
researcher to satisfy her specific needspnogect” (Robson, 2002, p. 265) and facilitated the
researcher's understanding of the problemthadesearch questio(Greswell, 2003), the
sample was regional, includj organizations headquarteied®ennsylvania or with
locations/units in the regioMiles and Huberman observeatithe researcher must set
boundaries in conjunction with the study's resegiatstions, the researats time and means (p.
27). These authors also note that elements ¢icgmnts and site selection includes the setting of
where the research will occur; taetors who will be interviewedhe events that the actors will
be observed or interviewed doing; and thecpss or evolving events undertaken by the
participants within theetting. It follows that sice there are few studiabout HRES' perceptions
of business competencies and how theyarice value creation, this sample group was
appropriate.

Convergent with qualitativeesearch, the sample was small and purposive (Miles &
Huberman, 1994). The sampling frame was akted the working population (Zikmund, 1997,
p. 420) and HREs were the primary samplimg (p. 424). The study objective was “to use
participants as judges of tlbjects or indicants presentexdthem” (Cooper & Schindler, p.

250).

Robson (2002) states that tlesearcher who wishes toveadepth interviews that
produce richer data can use fewer participaiite using semi-structed interviews (p.199).
One-to-one interviews took approximately oneiheach. The reasons for refusals would have
been noted. The "typical case" sampling twaes implemented (Miles & Huberman, 1994, p.
29). The Institutional Review Board (IRB) applicatiform and all relevant forms were utilized.

DATA COLLECTION

Data triangulation were utilizet offset threats to vality (Robson, 2002) and to build a
coherent substantiation for themes (CreswelD3}0Therefore, this stydmplemented the three
traditional sources of data collection in qualitative research (Merriam, 2002): interviews;
observation; and document review from thenpanies that employ the HREs sample group.
Semi-structured interviews were conduttemplementing the Creswell procedure for
observations, the researcher completed field raidgbe behavior and aciiies of the HREs at
the research site. The qualitative approach ¢oesbobservation of behavior with observation of
attitudes and perceptions. Documentiew included primary angecondary material. Consistent
with qualitative research, feedback veasight from the informants of this study.



The Significance of the MBNQA asyK€ompetencies for Human Resource Business Professidals

Interviews

Creswell (2003) observes that qualitative reseanterviews utilize semi-structured as
well as open-ended questions. Thestions are designed to elitie research participants'
views and opinions. This study's research middZeeswell's expectation including relatively
few semi-structured questions which were maked to elicit HRES' perception of business
competencies, including selfarketing, and how they createlwa for organizations. Merriam
(2002) observes that this formaill contain a small portion of sictured questions and a larger
portion of unstructured questioabout the issues to be expldrén the case of the latter,
although the interview guide presented a gereraiat to be followed, the actual wording and
order of the questions were not finalized betbeeinterviews were conducted. This facilitated
gathering data about the HRES' perceptionsuginess competencies by discussing hypothetical
situations HREs may encounter which maymaty not require HRES' business competencies.
Semi-structured interviews with closed and opeded questions were gathered from HREs to
collect significant information relevant to HRusiness competencies and self-marketing. The
personal qualitative interview is optimal for gatimg reason for an individual's perceptions and
actions (Patton, 2002). Interviewing was accompanied by observation and followed by document
review.

Cooper and Schindler (2003) note, "When wiiatwant to measure is....like customer
attitudes....standardized measuray neither exist nor provideckose enough fit ta particular
....scenario" (p. 250). The propertiesestigated were indicatoof the executives' perceptions
of HR professionals’ business competené@soper & Schindler). The Malcolm Baldrige
criteria were the foundation cbmpetencies included in tirgerviews.

Robson (2002) notes, thatlfe researchers are doing th&ivn interviewing, a guide is
really not necessary. However, Lofland aradland (1995) emphasize the importance of an
interview guide for semi-structured interviews. They state, "a guide is not a tightly structured set
of questions to be asked verbatswritten...rather it is a list dfiings to be sure to ask when
talking to the person being imgewed™ (p.85, cited in Robson, p. 281). The Loflands' interview
guide design was implemented in this study.rinéwv questions were reviewed and revised by a
small focus group. The resultant population sample was 13 HRES.

Open ended, semi-structured questions, disasealirect and closed questions were
utilized. Since this was a semi-structured apgho¢he interviewer could ask for clarification of
terms and could explain terms. If probing ocedrrthe interviewer ensured to remain within the
focus of HRE business competencies and tinepedencies' impact on strategic value creation
(Cooper & Schindler, 2003). The questions wangposeful and were conducted accordingly.
The precision of the interwieer's technique was crucial.

Document Review

Document review is an iportant element of qualitative research within the primary
mode of interviews (Merriam, 2002). This candreunobtrusive source of data (Creswell, 2003).
The literature (Merriam; Creswell) notes tkdacument review may include written, verbal,
artifacts; or physical marials; public records; officiakports, such as annual reports.
Additionally, this may include newspape8ipported by observation, document review
occurred to the extent possible to provideghss into the investigation. Every opportunity was
taken to request reviewing documents. As phttiangulation (Miles and Huberman, 1994), a
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thorough analysis of thimaterial was conducted for the HREs and their employers. Document
review supported interviewand observation in this study.

Observation

Observation is a third and important eleni@nthe co-validatn process. Cooper and
Schindler (2003) state that thpsocedure can involve researclodservation of respondents in
the interview setting. Merrian2002) describes observation a&sthand encounter with the
sample group. For this study, this included theaesher taking field notes on the behavior and
activities of the participant and other empeg during the interview. Some observations
included the design and organizatiof the office; critical oseemingly important artifacts,
especially if the interviewer referenced thdseing the interview; and participant reaction to
guestions. Observation is a critical elementri@ihgulation and therefe supported the primary
mode of interviewing in this study.

DATA ANALYSIS

Since this study implemented the phenomenoldgesearch data analysis process,
notations of significant statements thatfedhe generation of meaning units and the
development of "essence™ descriptions were made (Moustakas, 1994, cited in Creswell, p. 191).
Additionally, a verification process included as the researcheaware of validity issues and
tests for reliability of the actions. For exampin conjunction with validity, Enns (2004)
suggests asking questions about coding and tiearaalysis, measures validity, and the
ability of the reader to track the thought pracetthe researcher. Ms and Huberman (1994)
suggest that quality should besessed during data analysisiangulation should occur with
this format in order to enhance the rigore$earch (Robson, 2002). This involves examining
information from data sources, such as obdemainterviews, and documents and then using
the evidence to buildjastification of emergent themesdBson; Creswell, 2003). This research
utilized triangulation by observation, and "datairce (which can include persons, times, places,
etc.)" (Miles & Huberman, p. 267). Different HR&®re interviewed from different companies,
industries, and at different time periods. Tg@ent this procedure, company documents were
also be analyzed.

Qualitative research repsrare narrative, interpretive and descriptive (Merriam, 2002;
Creswell, 2003). Pertinent data for qualitativeearch includes nominal and ordinal. Larson and
Farber (2006) state that nomimita is "categorized using namikedels, or qualities” (p. 10).

The coding of this data is quasi-deductivenoluctive as well as selective and analytic
(Miles & Huberman, 1994). The researcher ubedfollowing data analysis procedures: open
coding, closed coding, and axial coding. As Miked Salkind (2002) observe, open coding can
be used to identify themes found in the datas€tl coding was used to refine themes. Axial
coding was used to facilitate content s&. The information was grouped using the
syntactical, and thematic approaches (Cooper i8irtéiéer, 2003). As an analytic procedure, a
contrast/comparison feedback loop between tbeareher and the participants (also termed
member-checking by Creswell, 2003) was conductatktermine if the participants believed the
data was accurate.
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FINDINGS

Malcolm Baldrige National Quality Award compeicies of leadership and of "customer
and market focus" are priorities for businessgssionals. The researabked participants to
prioritize the MBNQA criteria in order of whatas most important for HREs. This questioning
was conducted to further expldiee HRES’ perceptions of business competencies necessary for
success in the twenty-first demny. Leadership was rankad the most important MBNQA
competency for HREs. Customer and market $agare ranked as second most important. This
MBNQA customer and market focus includes coesation of employees as internal customers.
Specifically, the researcher asked participantwitritize the MBNQA criteria in order of what
was most important to HREs. As Cooper and &aller (2003) observe, sumarizing information
from collected date often requir¢he description of "typicalValues. Therefore, the central
tendency measures of the mean and the maule utilized to analyze this data. Thean (or
average) rankings, the median (thelpoint of the digibution) and thenode (the most frequently
occurring value) rankings by therpiaipants were the following:

Exhibit 1
MBNQA Listing Mean Order | Median Mode Order
Leadership 1 1 1
Strategic planning 3 3 3
Customer (including 2 2 2or4
employee as internal
customer) and market fogus
Measurement, analysis, arti 6 5,6,or7
knowledge management
Human Resource focus 5 5 3or5
Process management 7 6 7
Results and goals attainmel 4 4

Additionally, six or 46% of the pacipants stated that thelgought all of the items were
important. This appeared to influence the overaslllts. For all Malcolm Baldrige criteria, the
tests of equality revealed that all series in the group do not have the same mean, median and
variance. (See Exhibit 2 below fstatistical significance.) Thiappears to support that most
respondents believed that an omdg of the Malcolm Baldrigeriteria was meaningful and
indicative of their prioritizingThis might influence how, with limited time, managers would
emphasize or demonstrate thesmpetencies at the workplace.
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Exhibit 2: Top 5 Criteria

Descriptive Statistical Test Top 5 Criteria
Mean (F) 14.59518**
Median (Kruskal-Wallis) 30.33491**
Variance (Levene) 3.862324*

Significance: *0.05; **p<0.001, ***p<0.0001

A different view between the top five crit@rand the top threeitgria developed during
the analysis of the top four ranked criteriaeTthean and the median for those variables were
significant. However, the variance was not. (Sebilkit 3 below.)This apgars to indicate that,
although the participants differeddcsignificant level about the ptisning of the four criteria in
terms of ranking, the participants' responses didvary enough to indicate that they were not
seen as relatively thersa level of importance.

Exhibit 3: Top 4 Criteria

Descriptive Statistical Test Top 4 Criteria
Mean (F) 23.60853**
Median (KW) 28.3261F
Variance (Levene) 1.720527

Significance: *0.05; **p<0.001, ***p<0.0001

Furthermore, the mean, and the median fertdip three criteria's chi squares were not
significant. This result was suppadtby the fact that the variancetbe absolute difference of the
mean (e.g., the Levene test) and the median (eegBrihwn-Forsythe test) for the top three ranked
criteria was not significant. Thek, the top three rantteriteria, i.e., leagrship, customer or
market focus, and strategic planning, wergatlkceived as relatively equally important by the
respondents. Additionally, the dispersion afkimgs according to the Brown-Forsythe (or
modified Levene test) was less than the Lewesg again indicating that there was no major
perceived difference of importance betweenttigethree criteria/competencies. (See Exhibit 4
below.)

Exhibit 4: Top 3 Criteria

Descriptive Statistical Test Top 3 Criteria
Mean (F) 3.65454%
Median (KW) 7.094379
Variance:Levene 1.696188
Brown-Forsythe 0.818182

Significance: *0.05; **p<0.001, ***p<0.0001

Many participants provided rationale fonking the competencies. For example, a
participant noted that "I think that leadersigpne of the key ements to a successful
organization. HR spends an awful lot of timghwthe acquisition, the development of talent and
the deployment of talent." This participanhtiaued, "l would say that if you don't have a



The Significance of the MBNQA asyK€ompetencies for Human Resource Business Professidhals

strategic plan or vision as a sewdelirection, it would beretty hard to gedn orientation in any
direction today."

Furthermore, the findings reveal that otMBNQA business competencies were ranked
more important for HREs than the Human Resedocus. Yet, as a participant remarked, "In
regards to HR focus, we again, we believe #ratcan provide a vish and direction for the
company....So | think the HR focus is a rathgngicant focus on the lman capital....Again that
requires a market focus, and an intimate undedstg of the customers.” It appeared that many
participants assumed the existence of a high EMduman Resource focas inherent in their
positions.

In regards to the customer and market faaoother HRE reported, "I like the internal
customer philosophy." Another parpant stressed that "everything here is about the customers;
they're number one, and that includes my intecnatomers.” The market focus was described by
one participant as "an intimate understanding efdiistomers.” This has a wide impact on that
professional's strategic performance. Anothetiggpant noted, “Pro@s management is least
important to me because this is more about outcome than process."

A difference that emerged during this resbarvas between participants' self-initiated
responses to what are necessairmss competencies and their ptipation of a pre-existing list
of business competencies (iee tMIBNQA list). The findings suggetiat there was not an initial
perception by most of the paipants that a customer competgrns one of the key business
competencies needed by HRESs for success.

Document review strongly supported these figdiin relation to leadership and "customer
and market focus." Business reports discussedaes@mpanies' initiatives to address market
needs by demonstrating leadership durirapping. One company shared documents that
discussed an award for leadepsiMany company reports delinedtcustomer focused plans and
market achievements. One participant sharedingerotes that stressed leadership development
to better serve the market. Another particigdrared a brochure thé¢scribed the company's
achievements in the marketplace. Company websitafirmed the emphasis on customer focus.

There was little observation to support tiigling. Posted mission statements in a few
worksites discussed a customer focus and committoea leadership role in the organization's
markets. Artifacts in participant offices reflectd organizations' products or markets. Therefore,
in the future, HRESs can encourage their depants to visibly reflect the Malcolm Baldrige
criteria that they value as importanttbeir positions in their organizations.

CONCLUSION AND SUGGESTIONS

In conclusion, the participants agreed tleatlership and "customer and market focus"
were the top two Malcolm Baldrige National QtaRAward competencies needed by HREs. This
appeared to influence their approach to haman resource employees because the HREs saw
these employees as their customers and wanteel tonsidered among their leadership group. The
HRES' perceptions of the MBNQA cpetencies also appeared to influence their subsequent HR
programming, such as offering leask@ip development training sessions.

The following potential research questi@rs raised based on this study's findings.

1. Do human resource undergraduate culaidnclude business competencies, and

marketing and financial material, as well as leadership and talent development
information?
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2. Do the Society for Human Resource ddgement (SHRM) public seminars and
workshops provide sufficient marketing andancial information to prepare HREs to
succeed in the 21century?

3. How can HREs influence companies to depdraining programs to enhance HRES'
possession of business knowledge competsnai customer and market focus, and
financial skills?

4. Do HRES' perceived use of business compees directly correlate with their
subordinates’, peers’, and superior@ations of the HRES' competencies?

In summary, this research studied HREsteptions of the prioritization of the Malcolm
Baldrige National Quality Award (MBNQA) comaencies for HREs. The participants ranked
MBNQA leadership competency as most imporfantHREs. A customer, including employee as
an internal client, and market focus was pered to be the second most important business
competency for HREs. This finding supports ¢bacept that human regrce leaders who consult
with their internal clients and deliver value (idh, cited in Vosburgh, 2008 terview) facilitate
the strategic fulfillment of organizational goals. HIREs to be corporate leaders, it follows that
they need to possess a customer and madkepetency to fadthte value creation.

Therefore, this study demonstrated thatube of the Malcolm Balihe National Quality
Award criteria offers important clarity faunderstanding HRES' perceptions of business
competencies needed for success. This research study added to the academic body of knowledge
about business-related competesaneeded to create valuehie twenty-first century.
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