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1 Develop organisation’s purpose, vision and values focussing on key stakeholders, learning and innovation 

      

2    Communicate purpose, vision and values to employees        

3 Communicate purpose, vision and values to customers, suppliers/partners and other external parties       

4 Demonstrate and reinforce, as role models, commitment to excellence in day-to-day activities       

       5        Evaluate and improve personal leadership and involvement       

�� �'2 - $ %/- +%& $ - 3��* 3+* '# �

6 Translate values into desired employee behaviours to support innovation, learning, and organisation’s 
objectives 

      

7 Adopt practices that support values        

8 Develop policy and structure to promote values       

9 Introduce programmes to promote values       

      10       Close gaps between current and desired culture        

�� �# /1 & $ /%4 %3%+5 �+& ��& 6 6 * $ %+5 �7 �	$ , %'& $ 6 # $ +�

 11  Adopt policy, goals and programmes for organisation’s contribution to the community and environment 

      

12 Communicate policy, goals and programmes to employees and involve them       

13 Communicate policy, goals and programmes to customers, suppliers/ partners and other external parties 
and involve them       
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14 Evaluate and improve the process adopted for contribution to community and environment       

�� � +'- +# 2 5 �
# , # 3& 1 6 # $ +�7 �
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15 Use and analyse internal information to develop strategies 

      

16 Use and analyse external information to develop strategies       

17 Involve employees in strategy development        

18 Establish short-term strategies and goals        

19 Establish long-term strategies and goals        

20  Set stretch goals based on benchmarks or customer requirements       

21 Develop action plans aligned to strategies and goals       

22  Set targets for individual employees linked to strategies and goals       

23 Measure performance against plans and review regularly        
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24  Evaluate and improve the strategic planning process       

�� � - $ - 2 # 6 # $ +�& 8��$ 8& '6 - +%& $ �

       25      Select information for planning, day-to-day management and performance improvements  

      

26 Collect and capture information related to organisation’s directions       

27 Ensure information is reliable       

28 Ensure information is easy to access and disseminated quickly to employees, suppliers/partners and 
customers        

29 Share information to encourage innovation and learning       

30  Analyse and use information from various sources for planning and review          
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31 Evaluate and improve the management of information         
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32 Develop criteria for selecting comparative and benchmarking information to improve performance 
      

33 Use comparative and benchmarking information to improve processes, set stretch goals, and/or 
encourage breakthrough improvements       

 

34  Evaluate and improve the process for selection and use of comparative and benchmarking information       

�� �* 6 - $ ��# /& * ') # ��3- $ $ %$ 2 �

35 Develop human resource plans aligned to corporate objectives 
      

36 Involve line managers in implementing plans       

37 Review human resource plans regularly       

�� 	6 1 3& 5 # # ��$ , & 3, # 6 # $ +�7 ��& 6 6 %+6 # $ +�

38 Develop strategies to encourage employee involvement and commitment in improvement and innovation 
      

39  Develop mechanisms to involve individual employees in improvement and innovation       

40  Develop mechanisms to encourage teamwork in improvement and innovation        

41  Review effectiveness of employee involvement mechanisms        

42 Evaluate and improve overall employee involvement process       

�� 	6 1 3& 5 # # �	. * ) - +%& $ :�
 '- %$ %$ 2 �7 �
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43 Determine education, training and development needs based on organisation’s goals and objectives 
      

44 Develop plans based on the needs identified        

45   Deliver programmes based on plans        

46 Review effectiveness of programmes       

47 Evaluate and improve the education, training and development process       


� 	6 1 3& 5 # # ��# - 3+0 �7 �� - +%/8- ) +%& $ �

48 Create work environment that enhances employee health and satisfaction 
      

49 Develop harmonious employee–management relationship       

50 Measure and assess employee satisfaction       

51 Evaluate and improve employee health and satisfaction system       

	� 	6 1 3& 5 # # ��# '8& '6 - $ ) # �7 ��# ) & 2 $ %+%& $ �

52 Align performance appraisal to corporate objectives and values 
      

53 Introduce variety of rewards and recognition schemes to support corporate objectives       

54 Recognise and reward employee learning and innovation       
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55 Evaluate and improve performance and recognition systems       

�� �$ $ & , - +%& $ ��'& ) # //# /�

56 Generate, gather and screen creative ideas from all sources 
      

57 Implement innovative ideas to achieve business outcomes       

58  Incorporate changing customer/market requirements in the new product/service design and introduction 
process       

59  Incorporate new  technology and knowledge in the new product/service design and introduction process       

60  Involve employees from various departments in the new product/service design and introduction process       

61  Involve customers in the new product/service design and introduction process       

62  Involve suppliers and/or partners in the new product/service design and introduction process       

63  Incorporate procedures for design validation in the new product/service design and introduction process       

64  Design and introduce production and delivery processes for new products/services       
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65 Evaluate and improve the innovation and design processes       
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66 Identify key business and support processes  
      

67      Measure process performance and set targets       

68 Analyse variances in process performance and take actions       

69 Improve key processes for higher performance and customer satisfaction       

�� � * 1 1 3%# '�7 ��- '+$ # '%$ 2 ��'& ) # //# /�

70 Identify and select suppliers and partners who fit into the organisation’s overall strategy 
      

71 Communicate requirements to suppliers and partners       

72  Assess suppliers and partners to ensure requirements are met       

73  Provide performance feedback to suppliers and partners       

 

74 Improve capabilities of suppliers and partners to meet organisation’s requirements       

�� �* /+& 6 # '��# ; * %'# 6 # $ +/�

75 Segment markets and customers 
      

76 Determine current and future customer/market requirements for each segment       

77 Analyse and incorporate requirements into strategic and improvement plans       

78 Evaluate and improve the process for determining customer requirements       

�� �* /+& 6 # '��# 3- +%& $ /0 %1 �

79 Provide customers with easy access to conduct business with the organisation and make complaints 
      

80 Set and deploy customer contact performance measures for employees in the response chain        

81 Ensure customer complaints are resolved and analysed for improvements       

82   Train and empower employees to delight customers       

83 Evaluate and improve the customer relationship management process       

�� �* /+& 6 # '�� - +%/8- ) +%& $ �

84 Gather and analyse information on customer satisfaction and retention  
      

85 Use the information to develop strategic and improvement plans       
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86 Evaluate and improve the process of determining customer satisfaction       
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87 Improvement trends and targets met for customer satisfaction and retention indicators 
      

88 Improvement trends and targets met for product and service performance indicators       

89 Favourable comparison of results with competitors or benchmarks       

�� � %$ - $ ) %- 3�7 �� - '9 # +��# /* 3+/�

90 Improvement trends and targets met for financial performance indicators 
      

91 Improvement trends and targets met for marketplace indicators       

92 Favourable comparison of results with competitors or benchmarks       

�� �# & 1 3# ��# /* 3+/�

93 Improvement trends and targets met for employee involvement indicators 
      

94 Improvement trends and targets met for employee training indicators        

95 Improvement trends and targets met for employee satisfaction indicators       

96 Favourable comparison of results with competitors or benchmarks        
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97 Improvement trends and targets met for the performance indicators of key business and support 
processes 

      

98 Improvement trends and targets met for supplier and partner performance indicators        

99 Improvement trends and targets met for community and environment protection indicators       
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100  Favourable comparison of operational results with competitors or benchmarks       
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