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Introduction

The overall businessexcellence standard has7 categoriesand 21 items. Each item has a

set of statements specifying the criteria requirements for the item. In order to facilitate

understanding, the interpretation guide on the criteria requirements of the overall

businessexcellence standard ispresented in the format below. The excellence indicators

are not meant to be exhaustive.

Category number Category title

i
1. leadership (120 pts) 4~

Category point value

The Leadership category examinesthe organisation’sleadership system, purpose, vison and
values, and itsresponsbilitiesto the community and the environment.
Excellence Indicators )

e SeniorManagershave developed a clear vison and misson which are easly understood
and which drive the organisation towardsexcellence.

e The vison, misson and goals of the organisation are regularly reinforced to all levels of
employeesthrough a variety of programmesaswellasin day-to-day activities.

. Senior Managers are personally and visbly involved in performance improvement
activities ltem number Item title W,

1.1 Senior ExecutivW

b

Describe the senior executives leadership, personal involvement and visbility in guiding the

organisation towardsexcellence. _

EApproach EDeponment <

Statements N

1. Develop organisation’spurpose, vison and valuesfocusing on key stakeholders, learning

and innovation.

3. Communicate purpose, vison 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. Bvaluate and improve personalleadership and involvement J
Notes: N

N1. Demonstration and reinforcement of the organisational purpose, vison and values by
senior executives might include their involvement in performance review and
improvement, training and development, and recognition.

N2. Evaluation of senior executive leadership and involvement might include assessment of)

senior executivesby peers, direct reports, board of directorsand employees
-

Examples of Evidence for Category 1

. Documentsto show communication of misson, vision and quality valuesto employees
¢ Company newdetters

-

2. Communicate purpose, vision and valuesto employees —

Category requirements
expressed in general
terms

Examples of Attributes
of excellence for the
category

Item point value

Basic requirements of
item expressed in
general terms

Scoring Dimensions
for the item

Specific
requirementsto be
addressed for the
item

Notesto clarify terms

<4—— and requirements for

the item

Examples of evidence
that could help to verify
and clarify how the

+— organisation is

performing in relation to
the requirements.



Criteria Description

1

Leadership (120 pts)

The Leadership category examinesthe organisation’sleadership system, purpose, vison

and values, and itsresponsbilitiesto the community and the environment.

Excellence Indicators

Senior Managers have developed a clear vision and misson which are easily
understood and which drive the organisation towardsexcellence.

Senior Managers are personally involved in communicating the organisation’s
directionsto all levelsof employees.

The vision, misson and goals of the organisation are regularly reinforced to all
levels of employees through a variety of programmes as well asin day-to-day
activities.

Senior Managersare personally and visbly involved in performance improvement
activities.

Senior Managers are personally involved in recognition of teams and individuals
fortheir contributionsto quality and performance improvement.

Senior Managers encourage staff and provide opportunities for them to try new
ideas, experiment, innovate and take responsble risks.

Employees at all levels confirm that Senior Management strongly supports and
drivescorporate culture.

Employees show a strong sense of identity and commitment towards the
organisation'svision, and practise the corporate valuesin theirday-to-day work.

Senior Managers evaluate their own leadership through various sources of
feedback and take actionsto improve theirleadership.

The organisation hasa well-defined policy and goalsin relation to its contribution
to the community and the environment in which it operates. It has programmes
(e.g. community service, donations to charity, environmental conservation
activities, hosting educational visits, etc.) to involve employees in achieving its
public responsibility objectives.



1.1 Senior Executive Leadership (50pts)

Describe the senior executives leadership, personal involvement and visibility in guiding

the organisation towardsexcellence.
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Statements

1. Develop organisation’s purpose, vison and valuesfocusing on key stakeholders, learning
and innovation.

2. Communicate purpose, vision and valuesto employees.

3. Communicate purpose, vison 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.

Notes:

N1. Demonstration and reinforcement of the organisational purpose, vision and
values by senior executives might include their involvement in performance
review and improvement, training and development, and recognition.

N2. Evaluation of senior executive leadership and involvement might include
assessment of senior executives by peers, direct reports, board of directors and
employees.

N3. “Senior executives’ refers to the applicant’s highest-ranking official and those

reporting directly to that official.

N4. “Sakeholders’ refers to customers, stockholders, employees, suppliers and
partners, and might include the community and the public.




1.2 Organisational Culture (50pts)

Describe how the organisation developsa culture that isconsistent with itsvalues, and
which encourageslearning, innovation and achievement of organisation’sobjectives.

J

8 Approach 24 Deployment

Statements

6. Trandate values into desired employee behaviours to support innovation, learming
and organisation’s objectives.

7. Adopt practicesthat support values.

8. Develop policy and structure to promote values.

9. Introduce programmesto promote values.

10. Close gapsbetween current and desired culture.

Notes:

N1. “Organisational Culture” refersto the underlying values, philosophy or beliefs held
by membersof the organisation, and the practicesand behaviour that exemplify
and reinforce them.




1.3

Re sponsibility to Community and the Environment (20pts)

Describe how the organisation addresses its responsibility to the community and the
environment.
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Statements

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

community and environment.

12. Communicate policy,goalsand programmesto employeesand involve them.

13. Communicate policy, goals and programmes to customers, supplierspartners and

otherexternal partiesand involve them.

14. Bvaluate and improve the process adopted for contribution to community and

environment.

Notes:

N1.

N2.

Responses to thisitem might include the organisation’s approach to anticipate
public concerns and to assess possble impacts of its products, services and
operationson the society.

Responsbility to community might include efforts to strengthen local community
services, education and health, sharing of best practices and involvement in
activitiesof trade, business, or professional associations.

Examples of Evidence for Category 1

Documentsto show communication of mission, vision and quality valuesto
employees

List of activities of senior management relating to quality values and customer
focus e.g. committees/taskforces chaired by senior executives, customer visits,
training/talksconducted by senior executives, giving recognition to staff, etc.
Company newsletters

Management reports

Minutesof management meetings

Records of meetings/communication/dialogue sessions with employeed

customers/ suppliersby senior executives




2 Planning (80pts)

The Planning category focuses on the organisation’s planning process and how all key
performance requirements are integrated into the organisation’splans. It also examines
the deployment of the plansand how performance istracked.

Excellence Indicators

e Planning is a systematic and closed-loop process, involving regular review and
modificationswhen necessary.

e The planning processusesinputsfrom a variety of people at all levelsthroughout
the organisation.

e The organization analyses both internal data (e.g. operational performance,
quality indicators, etc.) as well as external data (customer feedback, market
intelligence, industry trends, etc.) in itsplanning process.

e The organisation’s plans are systematically cascaded down to all levels, and
corporate goalsare translated into departmental and individual objectives.

e The organisation regularly evaluates its planning process, and refinements are
made to improve planning cycle time, planning accuracy and plan deployment.

e The long-term and short-term goalsare comprehensive, covering all key aspects
of the business, and well-defined in measurable terms.

e Targetsset are challenging and achievable.

e The planning process produces an overall business plan, not just a financial or
budget plan.

o The organisation has appropriate indicators and data which are regularly
monitored to track the achievement of itsplansand targets.



2.1 Strategy Development & Deployment (80pts)

Describe the organisation’s strategy development process to strengthen organisational
performance and competitive position, and the deployment of strategiesand goals.
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Statements

15. Use and analyse internalinformation to develop strategies.

16. Use and analyse externalinformation to develop strategies.

17. Involve employeesin strategy development.

18. Establish short-term strategiesand goals.

19. Establish long-term strategiesand goals.

20. Setstretch goalsbased on benchmarksorcustomerrequirements.
21. Develop action plansaligned to strategiesand goals.

22. Settargets forindividual employeeslinked to strategiesand goals.
23. Measure performance against plansand review regularly.

24. Bvaluate and improve the strategic planning process.

Notes:

N1. Srategy should be interpreted broadly. It might be built around or lead to new
products, services, and markets; revenue growth via various approaches,
including acquistions; new partnerships and allances, and employee
relationships. Srategy might be directed at becoming a preferred supplier, a low-
cost producer, a market innovator, or a high-end or customised product/service
provider.

N2. The deployment of strategic plansrefersto the translation of the plansinto action
plans contributing to the alignment to strategic objectives and goals, and how
resourcesare allocated to execute the plans.

N3. The action plansinclude annual plans, operational plans, human resource plans
and marketing plans,asappropriate.

N4. Detailsof the organisation’shuman resource plansshould be reported in item 4.1.

N5. Resultson key performance goalsshould be reported under Category 7.




Examples of Evidence for Category 2

e Recordson the strategic planning process

e Corporate plansand goals

e Deparmentalplansand goals

e Managementreports

e Minutesof management meetings

e Records of meetingsgcommunication/dialogue sessions with employeed

customers/ suppliersby senior executives



\ 3 Information (80 pts)

The Information category focuses on the management of information and the use of
comparative and benchmarking information to support decision-making at all levels of
the organisation.

Excellence Indicators

. Data and information are carefully selected to help in management decision-
making, and to track the organisation’s performance vis-a-vis its cormporate
objectives.

o Data/information used for performance measurement and planning cover a

broad spectrum of areas including financial, sales and marketing, operations,
product and service quality, supplier quality and customer satisfaction.

o The organisation integrates data on various aspects of performance into a few
key indicatorsto track overallperformance.

. The organisation hasan effective and integrated system to collect and manage
data and information which are used in day-to-day management and to drive
performance improvements.

o All data/information are assigned owners who review and ensure the accuracy,
reliability and accessbility of the data/information.

o Organisation hascreated systemsto capture and disseminate knowledge.

o The organisation hasa systematic approach to analyse data and information to
support organisational planning and review.

o The organisation regularly evaluates and improvesits management of data and
information.
o The organisation usescomparative data/information and/or competitive analysis

to set "stretch" or challenging goals.

o The organisation has a systematic processto collect and analyse comparative
data and information to drive performance improvements.

o The organisation hasa systematic approach to benchmark its processes against
best-in-class organisations and adopt best practices to improve operational
performance.



3.1 Management of Information (55 pts)

Describe how the organisation selects and manages information for planning, day-to-
day management and performance evaluation.

Y

¥ Approach {2 Deployment

Statements

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

26. Collect and capture information related to organisation’sdirections.

27. Ensure information isreliable.

28. Ensure information is easy to access and disseminated quickly to employees,
suppliersparthersand customers.

29. Share information to encourage innovation and learning.

30. Analyse and use information from varioussourcesfor planning and review.

31. BEvaluate and improve the management of information.

Notes:

N1. Thisitem coversinformation and knowledge that people need to do their work,
improve processes, products and services, keep current with changing business
needs and directions; and develop innovative solutions that add value for the
customer and organisation.

N2. Analysis of information might include trends, projections, comparisons, root cause
analysis, and cause-effect correlation.

N3. Evaluation of the information management process might address a variety of

factors such asthe usefulness of the information gathered and the effectiveness
in the use of information.

10




3.2 Comparison and Benchmarking (25pts)

Describe how the organisation selects and uses comparative and benchmarking
information to achieve performance improvements.
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Statements

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/orencourage breakthrough improvements.

34. Evaluate and improve the process for selection and use of comparative and

benchmarking information.

Notes:

N1. Comparative information includes comparisons with competitors and/or
comparable organisations.

N2. Benchmarking refersto finding good practicesinside or outside the organisation’s
industry, and using the knowledge gained to achieve superior performance.

N3. Evaluation might address a variety of factors such as the usefulness of the
information gathered, effectivenessin the use of information, and training in the
acquisition and use of information.

Examples of Evidence for Category 3

e Recordsoninformation management framework or ISarchitecture

e Reportson key performance indicators

e Recordsrelating to data integrity/consistency/accessibility

e Recordsto show dissemination of key data and information to employees

e Benchmarking studies

11




4 People (110pts)

The People category focuses on how the organisation taps the full potential of the
workforce to create a high performance organisation.

Excellence indicators:

e HRis involved in the strategic planning process, providing its inputs as well as
developing appropriate plansto support the organisation’s short and long-term
goals.

e HR planning is proactive rather than reactive, covering all key issues including
recruitment, retention, training and development, leadership successon,
employee participation, recognition and reward, management-labour relations
and employee satisfaction.

o The organisation has a wide variety of mechanisms to encourage employee
participation at all levels, promote teamwork and tap on the innovative potential
of itsemployees.

e The organisation has a systematic approach to identify training and
development needs for all levels of employees, taking into account skills
requirementsand current skillsinventory.

e The organisation hasa systematic approach to assessthe effectivenessof training
and development undergone by employees.

o The organisation has a systematic approach to measure employee satisfaction,
obtain feedback from employees,and act on issuesarising from such feedback.

e The organisation has a fair and effective system to measure employee
performance.

e The organisation has a wide variety of reward and recognition schemes that
support high performance, innovative and creative behaviour, and are linked to
the corporate objectivesand values.

o The organisation regularly evaluates and improves on its HR planning process,

employee participation, training and development process, employee
satisfaction approach, and recognition and reward systems.

12



4.1 Human Resource Planning (20pts)

Describeshow human resource requirementsand plansare developed from the human
resource planning process and aligned to the corporate objectives and how they
implemented and reviewed with involvement from line managers.

&% Approach ¥E Deployment
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Statements

35. Develop human resource plansaligned to corporate objectives.
36. Involve line managersin implementing plans.

37. Review human resource plansregularly.

Notes:

N1. Examples of possible elements in the human resource plans are job redesgn,
education and training, compensation and recognition, promotion of good
labour-management relations, knowledge sharing and leaming, HR
outsourcing/outplacement, employee involvement and talent management.

N2. Review of the human resource plans should be based on factors like business

changes and changes in employee-related performance data such as
absenteeism, turnoverand employee satisfaction levels.

13




4.2 BEmployee Involvement and Commitment (20pts)

Describe how employees contribute to the achievement of organisation’s objectives
and goals.

S
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E Approach .2 Deployment

Statements

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

39. Develop mechanismsto involve individual employeesin improvement and innovation.

40. Develop mechanismsto encourage teamwork in improvement and innovation.

41. Review effectivenessof employee involvement mechanisms

42. Evaluate and improve overallemployee involvement process.

Notes:

N1. The organisation might use different involvement approaches to encourage
different categoriesof employeesto contribute to the organisational’sgoalsand
objectives. Thiswould enhance employees sense of belonging and engagement
with the organisation. Examples include suggestion schemes, innovation and
quality circles, work improvement teams, problem-solving teams (within work units
or crossfunctional), centres of excellence, functional teams, self-managed work
groups, processimprovement teams, and improvement workshops.

N2. “Employees’ refers to organisation’s permanent, temporary, and part-time
personnel,aswellascontract employeessupervised by the organisation.

14




4.3

Employee Education, Training and Development (30pts)

Describe how the organisation determines employee education, training and
development needs. Describe how education and training isdelivered and reviewed.

Approach v Deployment

Statements

43. Determine education, training and development needs based on organisation’s goals

and objectives.

44. Develop plansbased on the needsidentified.

45. Deliverprogrammesbased on plans.

46. Review effectivenessof programmes.

47. Evaluate and improve the education, training and development process.

Notes:
N1.

N2.

N3.

N4.

Education, training and development address the <kills; knowledge,
competencies and opportunities that employees need to contribute to the
organisation and reach their full potential

Needs determination should take into account job analyss (e.g. the types and
levels of skills required), organisational direction and change, and the timeliness
of training.

Education and training delivery might occur insde or outside your organisation
and involve on-the-job, classroom, computer-based, distance leaming, or other
typesof delivery (formal of informal)

Review of education, training and development effectiveness might address
effectiveness of delivery of education, training and development, verification of
knowledge and skils acquired by employees, impact on individual's
performance, and impact on the performance of the organisation.

15




44 Employee Health and Satisfaction (20pts)

Describe how the organisation develops a work environment that enhances the health
and satisfaction of employees. Describe the methods for assessing employee
satisfaction.

N Approach N Deployment

Statements

48. Create work environment that enhancesemployee health and satisfaction.
49. Develop harmoniousemployee-management relationship.
50. Measure and assessemployee satisfaction.

51. Evaluate and improve employee health and satisfaction system.

Notes:

N1. Approaches for supporting and enhancing employee health and satisfaction
might include workplace health promotion, counselling, recreational activities,
career and personal development, flexible work hours, and activities to foster
family-friendly work environment such as special work arrangements for family
responsbilitiesand workplace child-care centre.

N2. Measuresand indicators of employee well-being, satisfaction might include data

on safety, absenteeism, turnover, grievances, employee satisfaction levels. The
resultsof such measuresshould be reported in ltem 7.3.

16




4.5 Employee Performance and Recognition (20pts)

Describe how the organisation’s employee performance appraisal, recognition,
promotion, compensation, and reward systems encourage employeesto achieve high
performance, aligned to the organisation’sobjectivesand goals.

N Approach N Deployment

Statements

52. Align performance appraisalto corporate objectivesand values.
53. Introduce variety of rewardsand recognition schemesto support corporate objectives.
54. Recognise and reward employee learning and innovation.

55. Evaluate and improve performance and recognition systems.

Notes:

N1. The organisation might use a variety of performance and recognition
approaches - monetary and non-monetary, formal and informal, individual and
group, etc.

Examples of Evidence for Category 4

e HRplans

e Recordson HRplanning process

e Documentation on Learning Needs Analysis (LNA) process and review of training
plans

e Documentgevidence of evaluation of training

e Employee opinion surveysand follow-up

e Recordstracking turmoverratesabsenteeism/grievances

e Performance appraisaldocuments- samples

e Recordson benchmarking of compensation packages

e Recordson employee involvement activities

17




|5 PRO C ESSES (100pts)

The Processes category focuseson the key processes the organisation usesto pursue its
objectives and goals, including the innovation processes, production and delivery
processesand supplierand partnering management processes.

Excellence Indicators

e The organisation has a systematic process to acquire, evaluate and implement
creative ideasfrom all sources.

e The organisation has a systematic process to trandate customer requirements and
expectationsinto product or service design, production and delivery.

e [Externalparties(customers, suppliers, businesspartners) are involved in key aspects of
the design process (e.g. giving inputs, design review, product/service reviews).

e The innovation and design processes are evaluated and improvementsare made to
shorten cycle time, improve design quality and reduce costs.

e The organisation’s key processes have clear objectives and targets (e.g. cycle time,
quality level) which are linked to businessand quality goals.

e The key processes are systematically measured and regularly reviewed to ensure
conformance to performance standardsortargetsset.

o The organisation hasa system to analyse root causes, take prompt corrective action
and prevent future re-occurrence when a process failsto meet specified standards
ortargetsset.

e The organisation identifies and selects its suppliers and partners who support the
overall organisation strategy.

e The organisation hasmethodsto communicate and proactively ensure that suppliers
have the capabilty and capacity to meet its requirements (e.g. supplier audits,
supplierrating and certification system).

o The organisation hasplansand actionsto help key suppliersimprove their abilities to

meet key quality and response time requirements (e.g. training, joint planning, long-
term agreements, incentivesand recognition).

18



5.1 Innovation Processes (40pts)

Describe how the organisation harvests creative ideas and the design processes for
productsand servicesand theirrelated production and delivery syssemsand processes.

N Approach M Deployment

Statements

56. Generate,gatherand screen creative ideasfrom all sources.

57. Implementinnovative ideasto achieve businessoutcomes.

58. Incorporate changing customer/market requirementsin 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 customersin 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 processesfornew products/services.

65. FEvaluate and improve the innovation and design processes.

Notes:

N1. ltem includes the hamessing of ideas from all sources such as employee and
customer feedback, employee suggestions, inputs form partners and suppliers
and how your organisation selects and implements the good ideas to create
value for the organisation. The implementation of selected ideas might include
design of organisational structure and work systemsthat support innovation.

N2. The design processes might address modifications and variants of existing

products and services; and/or new products and services emerging from
research and development orotherproduct/service concept development.

19




5.2

Process Management and Improvement (40pts)

Describe how the organisation managesand improvesits production/delivery processes
(including support processes).

Approach N Deployment

Statements

66. Identify key businessand support processes.

67. Measure processperformance and set targets.

68. Analyse variancesin processperformance and take actions.

69. Improve key processesforhigherperformance and customer satisfaction.

Notes:

N1.

N2.

N3.

N4.

The organisation would have to define key processes for production and delivery
of productg/services that are most important in “running the business’ and
maintaining or achieving a sustainable competitive advantage. These are
processes which would value add the most to your customers, products and
services and are those most directly involved in  meeting their
requirements expectations.

The item also covers key support processes, which support the organisation’s
production/delivery processes. These might include facilties management, legal,
human resource, project management, finance and accounting, and
administration processes.

To achieve better process performance and reduce variability, the organisation
might implement approaches such as six sgma methodology, use of ISO
9000:2000 standards, or use of processcontroltools.

The organization might adopt variousapproachesto improve processes, such as

technology adoption, processredesign, new processdesign, benchmarking, and
the use of information from customersand suppliers/ partners.

20




5.3  Supplier and Partnering Processes (20pts)

Describe how the organisation manages its key suppliers and/or partner interaction

processes
Approach v Deployment

Statements

70. Identify and select suppliersand partnerswho fit into the organisation’soverall strategy.

71. Communicate requirementsto suppliersand partners.

72. Assesssuppliersand partnersto ensure requirementsare met.

73. Provide performance feedbackto suppliersand partners.

74. Improve capabilitiesof suppliersand partnersto meet organisation’srequirements.

Notes:

N1. To better accomplish organisation’s overall goals, your organisation would need
to identify suppliers and partnersto work with for a win-win approach to ensure
high level of quality service and products.

N2. “Suppliers’ refers to external parties that provide goods and services to the
organisation.

N3. “Partners’ refers to external parties with which the organisation interacts
collaboratively for the purpose of creating additional value to the organisation
and customers. “Partnership” might include: relationships with distributors and
regulatory bodies; collaboration with competitors and complementary
organisations, including strategic partnerships, joint venturesand alliances.

N4. Determining how requirements are met might include audits, process reviews,
receiving ingpection, cerification, testing and rating system.

N5. Plansand processes might include joint planning, partnerships, training, long-term

agreements, incentivesand recognition.

Examples of Evidence for Category 5

Recordson desigh process
Proceduresfor handling of critical variancesin key processes
Quality manuals

Quality audit reports
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Evidence of processimprovements
Recordson supplier quality e.g. incoming QC, supplier ratings, supplier audits, etc.

Evidence of feedback/communication with suppliers on requirements and
supplier performance

22



| 6

Customers (110pts)

The Customer category focuses on how the organisation determines customer and

market

requirements, builds relationships with customers, and determines their

satisfaction.

Excellence Indicators

There isa logical method for ssgmenting the customerbase, which contributesto
improving businessperformance.

The organisation hasa wide variety of "listening posts' (e.g. focusgroups, frontline
employees, surveys, feedback forms, etc.) to determine both current and future
customerrequirementsand expectationsby customer segment.

The organisation has a systematic approach to collate, analyse and summarise
various sources of customer feedback (e.g. complaints, customer interviews,
focus groups, surveys, etc.) into actionable information. There is continual
scanning of the marketplace to anticipate potential opportunities to exploit
competitive advantage.

There is demonstration that customers requirements and expectations are
systematically used asinputsin the planning process, and incorporated into the
strategic businessand improvement plans.

Several methodsare used to ensure ease of customer contact (e.g. toll-free lines,
pagersforcontact personnel, Internet e-mail, account managers, etc.).

Service standards are set for variousinterfaces with the customer (e.g. answering
callswithin three rings, responding to complaintswithin 24 hours, etc.).

Customer-contact employees are adequately trained and empowered (within
limits) to manage customerrelationshipsand delight customers.

There is a system to ensure prompt and effective resolution of all customer
complaints.

Customer complaint data are systematically tracked and used to initiate prompt
corrective action to prevent future re-occurrence.

The organisation has different methods and indicators to measure customer
satisfaction (e.g. customer survey, complaintscompliments, repeat busness,
feedback forms, warranty claims, customer interviews, etc.), and these are
regularly and systematically monitored.

The organisation’s ability to satisfy customers hasbeen recognised in the form of
customerawards, orotherformsof recognition schemes.

The organisation regularly evaluatesand improveson itsprocesses and methods

for determining customer requirements and expectations, managing customer
relationshipsand measuring customer satisfaction.
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6.1 Customer Requirements (40pts)

Describe how the organisation determines requirements of customers and markets to
ensure the relevance of current products/servicesand to develop new opportunitiesand
/or markets.

Approach Deployment
V V

Statements

75. Segment marketsand customers.
76. Determine current and future customer/market requirementsforeach segment.
77. Analyse and incorporate requirementsinto strategic and improvement plans.

78. Evaluate and improve the processfordetermining customer requirements.

Notes:

N1. The item aimsto address how your organisation seeksto understand the voice of
customers and of the market place with a focus on meeting customers
expectations and requirements, delighting customers and building loyalty. To
better understand and meet the requirements of both future and current
customers and markets, your organisation would need to adopt a customer
centric approach by segmenting the customers and markets and determining
the appropriate mechanismsto listen to them and learn about them.

N2. Examples of listening and leaming strategies are customer focus groups,
interviews with lost customers, use of customer complaint processto understand
key product and service attributes, competitive comparisons, and
survey/feedback information, including the use of the Internet.

NS3. “Customers’ refersto the recipients or beneficiaries of the organisation’s outputs,
productsorservices

N4. “Requirements’ refersto expectations, preferencesand needs of customersand
market.
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6.2

Customer Relationship (40pts)

Describe how the organisation manages its relationship with customers for repeat
businessand/or positive referrals.

J |Approach J |Deployment

Statements

79. Provide customerswith easy accessto conduct businesswith the organisation and make

complaints.

80. Set and deploy customer contact performance measuresfor employeesin the response

chain.

81. Ensure customercomplaintsare resolved and analysed forimprovements.

82. Train and empoweremployeesto delight customers.

83. Evaluate and improve itscustomer relationship management process.

Notes:

N1. The item examines your organisation’s processes for building customer
relationships with the aim of acquiring new customers, retaining existing
customers, and developing new markets.

Customer relationship might include development of partnerships and alliances
with customers.

N2. Setting of service standards to ensure quality of service and success outcomes
require effective deployment of these information throughout the organisation.
Examples of customer contact requirementscover response times, reliability, staff
service behaviour, and aftersalesservice.

N3. Compliant aggregation, analysis, and root cause determination should lead to
effective elimination of the causes of complaints and to setting priorities for
process, product, and service improvements.

N4. Improvement of customer relationship management might include equipping

customer-contact employees with skils on service delivery, managing
expectationsand handling problems.
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6.3 Customer Satisfaction (30pts)

Describe the organisation’s system of determining customer satisfaction and how this
information isused to improve itsoperations.

N Approach v Deployment

Statements

84. Gatherand analyse information on customer satisfaction and retention.
85. Use the information to develop strategic and improvement plans.

86. Evaluate and improve the processof determining customer satisfaction.

Notes:

N1. An effective customer satisfaction measurement system is one that providesthe
organisation with reliable information about customer ratings of specific product
and service features and the relationship between these ratings and the
customer'slikely future market behaviour.

N2. A key aspect of determining customers satisfaction is the comparison of
satisfaction levelswith competing oralternative offerings.

Examples of Evidence for Category 6

e Market inteligence/market research repors

e Evidence of feedback channelsforcustomers

e Customersurvey questionnaire sample, report and results (3 yeartrend data )
e Recordson complaint resolution process

e Recordsrelating to customerrequirementsfor different ssgments

e Recordsof meetingsscommunication sessonswith customers

e Service recovery plans/procedures

e Customer satisfaction results/trends
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7 Re sults (400pts)

The Results category examines the organisation’s performance and improvements in
areasof importance to the organisation. It also examinesperformance levelsrelative to
those of competitorsand/orbenchmarks.

Excellence Indicators

o There is a clear link between the srategy of the organisation and what it
measures.
o The organisation has key indicators of customer, financial and market, people,

supplierand partner, and operational and financial performance results.

o All resultshave targetsand trendswhich are three yearsormore.

o Absolute resultsare high relative to that of competitorsorindustry standards.

o Resultsconsistently meet orexceed targets.

. There isclearlinkage of resultsto approach and deployment.

. Adverse trends are explained and corrective action, already taken or planned,

can be demonstrated.

o There are comparisons done with benchmarks within the industry and across
industries, asthe organisation search to learn from the best.

o The organisation demonstrates best-in-class results in some or most of its key
indicators.
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7.1

Customer Results (140pts)

Summarise the organisation’s customer-focused results, including customer satisfaction
and retention results, and product and service performance results.

Result

Statements

87. Improvementstrendsand targetsmet for customer satisfaction and retention indicators.

88. Improvement trendsand targetsmet forproduct and service performance indicators.

89. Favourable comparison of resultswith competitorsorbenchmarks.

Notes:
N1.

N2.

N3.

N4.

The customer results category provides a results focus that encompasses your
objective evaluation and your customer's evaluation of your organisation’s
productsand services.

Customer satisfaction results reported in the ltem are derived from determination
methods described in ltem 6.3. Results might be supported by customer
feedback, customers overall assessment of products/services, and customer
awards. Results should also go beyond satisfaction measurements to cover
loyalty, repeat business, and longer-term customer relationships.

The combination of direct customer measures/indicators in statement 87 with
product and service performance measuregindicatorsin statement 88 provides
an opportunity to determine the cause and effect relationships between the
organisation’s product/service attributes and evidence of customer satisfaction,
loyalty, positive referral, or even the potential obsolescence of product or service
offerings.

Product and service measures appropriate for incluson might be based on the
following: internal quality measurements, field performance of products, defect
levels, service errors, response times, and data collected from your customers by
other organisationson ease of use or other attributes, aswell ascustomer surveys
on product and service performance.
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7.2

Financial and Market Re sults (90pts)

Summarise the organisation’skey financial and marketplace performance results.

Result

Statements

90. Improvement trendsand targetsmet forfinancial performance indicators.

91. Improvement trendsand targetsmet for marketplace indicators.

92. Favourable comparison of resultswith competitorsorbenchmarks.

Notes:
N1.

N2.

N3.

N4.

The item examines your organisation’s key financial and market results, with the
aim of understanding your financial sustainabilty and your market place
challengesand opportunities.

Results reported in this ltem might include aggregate measuressuch asreturn on
investment (ROIl), asset utilisation, operating margin, profitability, surplus,
profitabilty by market/customer segment, liquidity, debt to equity ratio, value
added peremployee, and otherfinancial activity measures.

For non-profit organisations, measures might include performance to budget,
reserve funds, cost avoidance or savings, administrative expenditure as a
percentage of budget, and cost of fundraising versusfundsraised.

For non-profit organisations, responsesto statement 91 might include measures of

charitable donations, or grants and the number of new programmes or services
offered
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7.3

People Results (80pts)

Summarise the organisation’s human resource results, including those on employee
involvement, satisfaction and development.

\/ Re sult
Statements
93. Improvementstrendsand targetsmet foremployee involvement indicators.
94. Improvement trendsand targetsmet foremployee training indicators.
95. Improvement trendsand targetsmet foremployee satisfaction indicators.
96. Favourable comparison of resultswith competitorsorbenchmarks.
Notes:
N1. Resultsreported in thisitem should relate to the strategiesand activitiesdescribed
in statementsin the People category.
N2. Results reported might cover generic and organisation- specific factors. Generic

factorsmight include safety, absenteeism, turnover, satisfaction, and grievances.
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7.4 Operational Results (90pts)

Summarise the operational performance results that contribute to the achievement of
key organisational performance goals, and the organisation’s key supplier and partner
results. Include appropriate comparative data.

v Result

Statements

97. Improvement trendsand targets met for the performance indicators of key business and
support processes.

98. Improvement trendsand targetsmet forsupplierand partnerperformance indicators.

99. Improvement trends and targets met for community and environment protection
indicators.

100. Favourable comparison of operational resultswith competitorsorbenchmarks.

Notes:

N1. Results reported in this item should address the organisation’s key performance
requirementsand progresstoward accomplishment of key performance goalsas
presented in the Organisational Profile, and in items 2.1, 5.1, 5.2, 5.3. Include
resultsnot reported in ltems7.1,7.2,and 7.3.

N2. SQupplierand partnerresultsreported in statement 98 should addressrequirements
described in ltem 5.3

N3. Results on the organisation’s contribution to the community, society and the
environment reported in statement 99 should address requirementsdescribed in
ltem 1. 3.

Examples of Evidence for Category 7

e Customersurvey questionnaire results (3 yeartrend data)
e Training indicators/resultsforeach employee group

e Employee opinion survey results

e Recordson key resultstracked by the organisation

e Resultson comparative data and benchmarks
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