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Introduction 
The overa ll business exc ellenc e standard  has 7 c a tegories and  21 items. Eac h item has  a  

set of sta tements spec ifying  the c riteria  requirements for the item. In order to fac ilita te 

understand ing , the interp reta tion guide on the c riteria  requirements of the overa ll 

business exc ellenc e standard  is p resented  in the forma t below. The exc ellenc e ind ic a tors 

a re not meant to be exhaustive. 
 

  

 

 1. Leadership (120 pts) 
 
The Leadership  c a tegory examines the organisa tion’s leadership  system, purpose, vision and  

va lues, and  its responsib ilities to the community and the environment. 

Excellence Indicators 
�  Senior Managers have developed  a  c lea r vision and  mission which a re easily understood 

and whic h d rive the organisa tion towards exc ellence.  
 

�  The vision, mission and goa ls of the organisa tion a re regula rly reinforc ed  to a ll levels of 
employees through a  va riety of p rogrammes as well as in day-to-day ac tivities.   

 
�  Senior Managers a re persona lly and  visib ly involved  in  performanc e improvement 

ac tivities 
 

1.1 Senior Executive Leadership (50 pts) 

Desc ribe the senior exec utives’  leadership , persona l involvement and  visib ility in guid ing the 

organisa tion towards excellence. 

 

 

  Statements 

1. Develop  organisa tion’ s purpose, vision and  va lues focusing on key stakeholders, lea rning 

and innova tion.  

2. Communica te purpose, vision and va lues to employees 

3. Communica te purpose, vision and  va lues to c ustomers, supp liers/ pa rtners and  other 

externa l pa rties 

4. Demonstra te and  reinforce, as role models, c ommitment to exc ellenc e in day-to-day 

ac tivities 

5. Eva lua te and improve persona l leadership  and  involvement 

Notes: 

N1. Demonstra tion and  reinforcement of the organisa tiona l purpose, vision and  va lues by 
senior exec utives might inc lude their involvement in performance review and 
improvement, tra ining and development, and recognition. 

 
N2. Eva lua tion of senior exec utive leadership  and  involvement might inc lude assessment of 

senior exec utives by peers, d irec t reports, boa rd  of d irec tors and  employees 
 
Examples of Evidence for Category 1 

�  Doc uments to show c ommunica tion of mission, vision and qua lity va lues to employees 
�  Company newsletters  

Approac h Dep loymentApproac h Dep loyment
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Criteria Description 
 

1         Leadership (120 pts)  
 

The Leadership  c a tegory examines the organisa tion’ s leadership  system, p urpose, vision 

and  va lues, and  its responsib ilities to the c ommunity and  the environment. 

Excellence Indicators 
x Senior Managers have developed  a  c lea r vision and  mission whic h a re easily 

understood  and  whic h d rive the organisa tion towards exc ellenc e.  
 
x Senior Managers a re p ersona lly involved  in c ommunic a ting  the organisa tion’ s 

d irec tions to a ll levels of emp loyees.   
 
x The vision, mission and  goa ls of the organisa tion a re regula rly reinforc ed  to a ll 

levels of emp loyees through a  va riety of p rogrammes as well as in day-to-day 
ac tivities.   

 
x Senior Managers a re persona lly and  visib ly involved  in performanc e improvement 

ac tivities.   
 
x Senior Managers a re persona lly involved  in rec ognition of teams and  ind ividua ls 

for their c ontributions to qua lity and  performanc e improvement.   
 
x Senior Managers enc ourage sta ff and  p rovide opportunities for them to try new 

ideas, experiment, innova te and  take responsib le risks.   
 
x Emp loyees a t a ll levels c onfirm tha t Senior Management strong ly supports and 

d rives c orp ora te c ulture.   
 
x Emp loyees show a  strong sense of identity and  c ommitment towards the 

organisa tion's vision, and  p rac tise the c orpora te va lues in their day-to-day work.   
 
x Senior Managers eva lua te their own leadership  through va rious sourc es of 

feedbac k and  take ac tions to improve their leadership .   
 
x The organisa tion has a  well-defined  polic y and  goa ls in rela tion to its c ontribution 

to the c ommunity and  the environment in whic h it opera tes. It has p rogrammes 
(e.g . c ommunity servic e, d ona tions to c ha rity, environmenta l c onserva tion 
ac tivities, hosting  educ a tiona l visits, etc .) to involve emp loyees in ac hieving  its 
pub lic  responsib ility ob jec tives.   
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1.1       Senior Executive Leadership (50pts)  
 
Desc ribe the senior exec utives’  leadership , persona l involvement and  visib ility in guid ing 

the organisa tion towards exc ellenc e. 

 

 
 
Statements 

1. Develop  organisa tion’ s purpose, vision and  va lues foc using  on key stakeholders, lea rning  

and  innova tion.  

2. Communic a te purpose, vision and  va lues to emp loyees. 

3. Communic a te purpose, vision and  va lues to c ustomers, supp liers/ pa rtners and  other 

externa l pa rties. 

4. Demonstra te and  reinforc e, as role models, c ommitment to exc ellence in day-to-day 

ac tivities. 

5. Eva lua te and  improve persona l leadership  and  involvement. 

 
 
 
Notes: 
N1.  Demonstra tion and  reinforc ement of the orga nisa tiona l purpose, vision and 

va lues b y senior exec utives might inc lude their involvement in performanc e 
review and  improvement, tra ining  and  development, and  rec ognition.  

 
N2. Eva lua tion of senior exec utive leadership  and  involvement might inc lude 

assessment of senior exec utives by peers, d irec t reports, boa rd  of d irec tors and  
emp loyees. 

 
N3. “Senior exec utives”  refers to the app lic ant’ s highest-ranking  offic ia l and  those 

reporting  d irec tly to tha t offic ia l. 
 
N4. “ Stakeholders”  refers to c ustomers, stoc khold ers, emp loyees, supp liers and  

pa rtners, and  might inc lude the c ommunity and  the pub lic . 
 
 
 

Approac h Dep loymentApproac h Dep loyment
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1.2  Organisational Culture  (50pts)  
 

Desc ribe how the organisa tion develops a  c ulture tha t is c onsistent w ith its va lues, and  
whic h enc ourages lea rning , innova tion and  ac hievement of organisa tion’ s ob jec tives. 
 
 
 
Statements 

6. Transla te va lues into desired  emp loyee behaviours to support innova tion, lea rning  

and  organisa tion’ s  ob jec tives. 

7. Ad op t p rac tic es tha t support va lues. 

8. Develop  polic y and  struc ture to p romote va lues. 

9. Introduc e p rogrammes to p romote va lues. 

10. Close gaps between c urrent and  desired  c ulture. 

 
 
 
Notes: 
N1. “ Organisa tiona l Culture”  refers to the underlying  va lues, philosophy or beliefs held  

by members of the orga nisa tion, and  the p rac tices and  behaviour tha t exemp lify 
and  reinforc e them.  

 

Approac h Dep loymentApproac h Dep loyment
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1.3  Responsibility to Community and the Environment (20pts)  
 
Desc ribe how the organisa tion add resses its responsib ility to the c ommunity and  the 
environment. 

 
 
 
 
Statements 

11. Ad op t polic y, goa ls and  p rogrammes for organisa tion’ s c ontribution to the 

c ommunity and  environment. 

12. Communic a te polic y, goa ls and  p rogrammes to emp loyees and  involve them. 

13. Communic a te polic y, goa ls and  p rogrammes to c ustomers, supp liers/ p a rtners and 

other externa l pa rties and  involve them. 

14. Eva lua te and improve the p roc ess adop ted  for c ontribution to c ommunity and 

environment.  

 
 
Notes: 
 
N1. Resp onses to this item might inc lude the organisa tion’ s app roac h to antic ipa te 

pub lic  c onc erns and  to assess p ossib le impac ts of its p rod uc ts, servic es and  
opera tions on the soc iety.   

 
N2. Resp onsib ility to c ommunity might inc lude efforts to strengthen loc a l c ommunity 

servic es, educ a tion and  hea lth, sha ring  of best p rac tic es and  involvement in 
ac tivities of trade, business, or p rofessiona l assoc ia tions.  

 
 
Examples of Evidence for Category 1 

x Doc uments to show c ommunic a tion of mission, vision and  qua lity va lues to 

emp loyees 

x List of ac tivities of senior management rela ting  to qua lity va lues and  c ustomer 

foc us e.g . c ommittees/ taskforc es c ha ired  by senior exec utives, c ustomer visits, 

tra ining / ta lks c onduc ted  by senior exec utives, g iving  rec ognition to sta ff, etc . 

x Company newsletters 

x Management reports 

x Minutes of management meetings 

x Rec ord s of meetings/ c ommunic a tion/ d ia logue sessions w ith employees/  

c ustomers/  supp liers by senior exec utives 

Approac h Dep loymentApproac h Dep loyment
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2        Planning (80pts) 

 
 

The Planning  c a tegory foc uses on the organisa tion’ s p lanning  p roc ess and  how a ll key 
performanc e requirements a re integra ted  into the organisa tion’ s p lans.  It a lso examines 
the dep loyment of the p lans and  how performanc e is trac ked .  
 
Excellence Indicators 
 

x Planning  is a  systematic  and  c losed -loop  p roc ess, involving  regula r review and 
mod ific a tions when necessa ry.  

 
x The p lanning  p roc ess uses inputs from a  va riety of peop le a t a ll levels throughout 

the organisa tion.   
 

x The organiza tion ana lyses both interna l da ta  (e.g . opera tiona l performanc e, 
qua lity ind ic a tors, etc .) as well as externa l da ta  (c ustomer feedbac k, market 
intelligenc e, industry trends, etc .) in its p lanning  p roc ess.   

 
x The organisa tion’ s p lans a re systematic a lly c asc aded  down to a ll levels, and  

c orpora te goa ls a re transla ted  into departmenta l and  ind ividua l ob jec tives.   
 

x The organisa tion regula rly eva lua tes its p lanning  p roc ess, and  refinements a re 
made to improve p lanning  c yc le time, p lanning  ac c urac y and  p lan dep loyment.   

 
x The long-term and  short-term goa ls a re c omprehensive, c overing  a ll key aspec ts 

of the business, and  well-defined  in measurab le terms.   
 

x Ta rgets set a re c ha lleng ing  and  ac hievab le.   
 

x The p lanning  p roc ess p roduc es an overa ll business p lan, not just a  financ ia l or 
budget p lan.   

 
x The organisa tion has a pp rop ria te ind ic a tors and  da ta  whic h a re regula rly 

monitored  to trac k the ac hievement of its p lans and  ta rgets.   
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2.1  Strategy Development & Deployment (80pts)  
 
Desc ribe the organisa tion’ s stra tegy development p roc ess to strengthen organisa tiona l 
performanc e and  c ompetitive position, and  the dep loyment of stra teg ies and  goa ls. 
 
 
 
             
 
Statements 

15. Use and  ana lyse interna l informa tion to develop  stra teg ies. 

16. Use and  ana lyse externa l informa tion to develop  stra teg ies. 

17. Involve emp loyees in stra tegy development. 

18. Estab lish short-term stra teg ies and  goa ls. 

19. Estab lish long-term stra teg ies and  goa ls. 

20. Set stretc h goa ls based  on benc hmarks or c ustomer requirements. 

21. Develop  ac tion p lans a ligned  to stra teg ies and  goa ls. 

22. Set ta rgets  for ind ividua l emp loyees linked  to stra teg ies and  goa ls. 

23. Measure performanc e a ga inst p lans and  review regula rly. 

24. Eva lua te and  improve the stra teg ic  p lanning  p rocess.  

 
 
Notes: 
 
 
N1. Stra tegy should  be interp reted  b road ly. It might be built a round  or lead  to new 

p roduc ts, servic es, and  markets; revenue growth via  va rious app roac hes, 
inc lud ing  ac quisitions; new pa rtnerships and  a llianc es, and  emp loyee 
rela tionships. Stra tegy might be d irec ted  a t bec oming a  p referred  supp lier, a  low-
c ost p roduc er, a  market innova tor, or a  high-end  or c ustomised  p rod uc t/ servic e 
p rovider.  

 
N2. The dep loyment of stra teg ic  p lans refers to the transla tion of the p lans into ac tion 

p lans c ontributing  to the a lignment to stra teg ic  ob jec tives and  goa ls, and  how 
resourc es a re a lloc a ted  to exec ute the p lans. 

 
N3.  The ac tion p lans inc lude annua l p lans, opera tiona l p lans, human resourc e p lans 

and  marketing  p lans, as app rop ria te.  
 
N4. Deta ils of the organisa tion’ s human resourc e p lans should  be reported  in item 4.1.  
 
N5. Results on key performanc e goa ls should  be rep orted  under Ca tegory 7. 
 
 
 
 

Approac h Dep loymentApproac h Dep loyment
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Examples of Evidence for Category 2 
 

x Rec ord s on the stra teg ic  p lanning  p roc ess 

x Corp ora te p lans and  goa ls 

x Departmenta l p lans and  goa ls 

x Management reports 

x Minutes of management meetings 

x Rec ord s of meetings/ c ommunic a tion/ d ia logue sessions w ith employees/  

c ustomers/  supp liers by senior exec utives 
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3          Information (80 pts)  
 
The Informa tion c a tegory foc uses on the management of informa tion and  the use of 
c ompara tive and  benchmarking  informa tion to support dec ision-making  a t a ll levels of 
the organisa tion. 
 
 
Excellence Indicators 
 
x Da ta  and  informa tion a re c a refully selec ted  to help  in management dec ision-

making , and  to trac k the organisa tion’ s performanc e vis-à -vis its c orpora te 
ob jec tives.   

       
x Da ta / informa tion used  for performanc e measurement and  p lanning  cover a  

b road  spec trum of a reas inc lud ing  financ ia l, sa les and  marketing , op era tions, 
p roduc t and  servic e q ua lity, supp lier qua lity and  c ustomer sa tisfac tion.   

       
x The organisa tion integra tes da ta  on va rious asp ec ts of performanc e into a  few 

key ind ic a tors to trac k overa ll performanc e.   
       
x The organisa tion has an effec tive and  integra ted  system to c ollec t and  manage 

da ta  and  informa tion whic h a re used  in day-to-day management and  to d rive 
performanc e improvements.   

       
x All da ta / informa tion a re assigned  owners who review and  ensure the acc urac y, 

reliab ility and  ac c essib ility of the da ta / informa tion.   
          
x Organisa tion has c rea ted  systems to c ap ture and  d issemina te knowledge. 
     
x The organisa tion has a  systematic  app roac h to ana lyse da ta  and  informa tion to 

support organisa tiona l p lanning  and  review.   
       
x The organisa tion regula rly eva lua tes and  improves its management of d a ta  and 

informa tion.   
       
x The organisa tion uses c ompara tive da ta / informa tion and / or c ompetitive ana lysis 

to set "stretc h" or c ha lleng ing  goa ls.   
       
x The organisa tion has a  systematic  p roc ess to c ollec t and  ana lyse c ompara tive 

da ta  and  informa tion to d rive performanc e improvements.   
       
x The organisa tion has a  systematic  app roac h to benc hmark its p roc esses aga inst 

best-in-c lass organisa tions and  adop t best p rac tic es to improve op era tiona l 
performanc e.   
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3.1   Management of Information (55 pts)  
 
Desc ribe how the organisa tion selec ts and  manages informa tion for p lanning , day-to-
day management and  performanc e eva lua tion. 
 
 
 
Statements 

25. Selec t informa tion for p lanning , day-to-day management and  p erformanc e 

improvements. 

26. Collec t and  c ap ture informa tion rela ted  to organisa tion’ s d irec tions. 

27. Ensure informa tion is reliab le.  

28. Ensure informa tion is easy to ac c ess and  d issemina ted  quic kly to emp loyees, 

supp liers/ pa rtners and  c ustomers. 

29. Share informa tion to enc ourage innova tion and  lea rning . 

30. Ana lyse and  use informa tion from va rious sourc es for p lanning  and  review. 

31. Eva lua te and  improve the management of informa tion. 

 
 
Notes: 
 
N1. This item c overs informa tion and  knowledge tha t peop le need  to d o their work, 

improve p roc esses, p rod uc ts and  servic es, keep  c urrent w ith c hang ing  business 
needs and  d irec tions; a nd  develop  innova tive solutions tha t add  va lue for the 
c ustomer and  organisa tion. 

 
N2. Ana lysis of informa tion might inc lude trends, p rojec tions, c omparisons, root c ause 

ana lysis, and  c ause-effec t c orrela tion.  
 
N3. Eva lua tion of the informa tion management p roc ess might add ress a  va riety of 

fac tors suc h as the usefulness of the informa tion ga thered  and  the effec tiveness 
in the use of informa tion. 

Approac h Dep loymentApproac h Dep loyment
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3.2   Comparison and Benchmarking (25pts)   
 
Desc ribe how the organisa tion selec ts and  uses c ompara tive and  benc hmarking 
informa tion to ac hieve performanc e improvements. 
 
 
 
 
Statements 

32. Develop  c riteria  for selec ting  c ompara tive and  benc hmarking  informa tion to 

improve performanc e. 

33. Use c ompara tive and  benc hmarking  informa tion to improve p roc esses, set stretc h 

goa ls, and / or enc ourage b reakthrough improvements. 

34. Eva lua te and  improve the p roc ess for selec tion and  use of c ompara tive and  

benc hmarking  informa tion. 

 
 
Notes: 
  
N1. Compara tive informa tion inc ludes c omparisons w ith c ompetitors and / or  

c omparab le organisa tions. 
 
N2. Benc hmarking  refers to find ing  good  p rac tic es inside or outside the organisa tion’ s 

industry, and  using  the knowledge ga ined  to ac hieve superior performanc e. 
 
N3. Eva lua tion might add ress a  va riety of fac tors suc h as the usefulness of the 

informa tion ga thered , effec tiveness in the use of informa tion, and  tra ining in the 
ac quisition and  use of informa tion. 

 
 
Examples of Evidence for Category 3 
 

x Rec ord s on informa tion management framework or IS a rc hitec ture 

x Reports on key performa nc e ind ic a tors  

x Rec ord s rela ting  to da ta  integrity/ c onsistenc y/ ac c essib ility   

x Rec ord s to show d issemina tion of key da ta  and  informa tion to emp loyees 

x Benc hmarking  stud ies

Approac h Dep loymentApproac h Dep loyment
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4  People (110pts) 
 
The Peop le c a tegory foc uses on how the organisa tion taps the full potentia l of the 
workforc e to c rea te a  high performanc e organisa tion. 
 
 
Excellence indicators :  
 

x HR is involved  in the stra teg ic  p lanning  p roc ess, p rovid ing  its inputs as well as 
develop ing  app rop ria te p lans to supp ort the organisa tion’s short and  long-term 
goa ls.   

       
x HR p lanning  is p roac tive ra ther than reac tive, c overing  a ll key issues inc lud ing  

rec ruitment, retention, tra ining  and  development, leadership  suc c ession, 
emp loyee pa rtic ipa tion, rec ognition and reward , management-labour rela tions 
and  emp loyee sa tisfac tion.   

 
x The organisa tion has a  w ide va riety of mec hanisms to enc ourage emp loyee 

pa rtic ipa tion a t a ll levels, p romote teamwork and tap  on the innova tive potentia l 
of its emp loyees.   

 
x The organisa tion has a  systematic  app roac h to identify tra ining  and 

development needs for a ll levels of emp loyees, taking  into ac c ount skills 
requirements and  c urrent skills inventory.   

       
x The organisa tion has a  systematic  app roac h to assess the effec tiveness of tra ining 

and  development undergone by emp loyees.   
 
x The organisa tion has a  systematic  app roac h to measure emp loyee sa tisfac tion, 

ob ta in feedbac k from emp loyees, and  ac t on issues a rising  from suc h feedbac k.   
 
x The organisa tion has a  fa ir and effec tive system to measure emp loyee 

performanc e.   
 
x The organisa tion has a  w ide va riety of reward  and  rec ognition sc hemes tha t 

support high performanc e, innova tive and  c rea tive behaviour, and  a re linked  to 
the c orpora te ob jec tives and  va lues.   

 
x The organisa tion regula rly eva lua tes and  improves on its HR p lanning  p roc ess, 

emp loyee pa rtic ipa tion, tra ining  and  development p roc ess, emp loyee 
sa tisfac tion app roac h, a nd  rec ognition and  reward  systems.   
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4.1  Human Resource Planning (20pts)  
 
Desc ribes how human resourc e requirements and  p lans a re developed  from the human 
resourc e p lanning  p roc ess and  a ligned  to the c orpora te ob jec tives and  how they 
imp lemented  and  reviewed  w ith involvement from line managers.  
 
 
 
 
Statements 
 
35. Develop  human resourc e p lans a ligned  to c orpora te ob jec tives.  

36. Involve line managers in imp lementing  p lans. 

37. Review human resourc e p lans regula rly.  

 
 
 
Notes: 
 
 
N1. Examp les of possib le elements in the human resourc e p lans a re job  redesign, 

educ a tion and  tra ining , c ompensa tion and  rec ognition, p romotion of good  
labour-management rela tions, knowledge sha ring  and  lea rning , HR 
outsourc ing / outp lac ement, emp loyee involvement and  ta lent management. 

 
N2. Review of the human resourc e p lans should  be based  on fac tors like business 

c hanges and  c hanges in emp loyee-rela ted  performanc e da ta  suc h as 
absenteeism, turnover a nd  emp loyee sa tisfac tion levels.  

 

Approac h Dep loymentApproac h Dep loyment
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4.2  Employee Involvement and Commitment (20pts)  
  
Desc ribe how emp loyees c ontribute to the achievement of organisa tion’ s ob jec tives 
and  goa ls. 
 
 
 
 
 
Statements 
 
38. Develop  stra teg ies to enc ourage emp loyee involvement and  c ommitment in 

improvement and  innova tion. 

39. Develop  mec hanisms to involve ind ividua l emp loyees in improvement and  innova tion. 

40. Develop  mec hanisms to enc ourage teamwork in improvement and  innova tion. 

41. Review effec tiveness of emp loyee involvement mec hanisms 

42. Eva lua te and  improve overa ll emp loyee involvement p roc ess. 

 
 
Notes: 
 
N1. The organisa tion might use d ifferent involvement app roac hes to enc ourage 

d ifferent c a tegories of emp loyees to c ontribute to the organisa tiona l’ s goa ls and  
ob jec tives. This would  enhanc e emp loyees’  sense of belong ing  and  enga gement 
w ith the organisa tion.  Examp les inc lude suggestion sc hemes, innova tion and  
qua lity c irc les, work improvement teams, p rob lem-solving  teams (w ithin work units 
or c ross-func tiona l), c entres of exc ellenc e, func tiona l teams, self-managed  work 
group s, p roc ess improvement teams, and  improvement workshops. 

 
N2. “ Emp loyees”  refers to organisa tion’ s permanent, tempora ry, and  pa rt-time 

personnel, as well as c ontrac t emp loyees supervised  by the organisa tion.  
 
 

Approac h Dep loymentApproac h Dep loyment
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4.3  Employee Education, Training and Development (30pts) 
 
Desc ribe how the organisa tion determines emp loyee ed uc a tion, tra ining  and 
development needs. Desc ribe how educ a tion and  tra ining  is delivered  and  reviewed .   
 
 
            Approach                     D Deployment 
 
 
 Statements 
 
43. Determine educ a tion, tra ining  and  development needs based  on orga nisa tion’ s goa ls 

and  ob jec tives. 

44. Develop  p lans based  on the needs identified . 

45. Deliver p rogrammes based  on p lans. 

46. Review effec tiveness of p rogrammes. 

47. Eva lua te and  improve the educ a tion, tra ining  and  development p roc ess. 

 
 
 
 
Notes: 
N1. Educ a tion, tra ining  and  development add ress the skills, knowledge, 

c ompetenc ies and  opportunities tha t emp loyees need  to c ontribute to the 
organisa tion and  reac h their full potentia l  

 
N2. Needs determina tion should  take into ac c ount job  ana lysis (e.g . the typ es and  

levels of skills required ), organisa tiona l d irec tion and  c hange, and  the timeliness 
of tra ining . 

 
N3. Educ a tion and  tra ining  delivery might oc c ur inside or outside your orga nisa tion 

and  involve on-the-job , c lassroom, c omputer-based , d istanc e lea rning , or other 
types of delivery (forma l of informa l) 

 
N4. Review of educ a tion, tra ining  and development effec tiveness might add ress 

effec tiveness of delivery of ed uc a tion, tra ining  and  development, verific a tion of 
knowledge and  skills ac quired  b y emp loyees, impac t on ind ividua l’ s 
performanc e, and  impa c t on the performanc e of the organisa tion. 

� � 
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4.4  Employee Health and Satisfaction (20pts)  
 
Desc ribe how the organisa tion develops a  work environment tha t enhanc es the hea lth 
and  sa tisfac tion of emp loyees.  Desc ribe the methods for assessing  emp loyee 
sa tisfac tion. 
 
 
 
            Approach                     D Deployment 
 
 
Statements 
 
48. Crea te work environment tha t enhanc es emp loyee hea lth and  sa tisfac tion.  

49. Develop  ha rmonious emp loyee-management rela tionship . 

50. Measure and  assess emp loyee sa tisfac tion. 

51. Eva lua te and  improve emp loyee hea lth and  sa tisfac tion system. 

 
 
Notes: 
 
N1. Approac hes for supporting  and  enhanc ing  emp loyee hea lth and  sa tisfac tion 

might inc lude workp lace hea lth p romotion, c ounselling , rec rea tiona l ac tivities, 
c a reer and  persona l development, flexib le work hours, and  ac tivities to foster 
family-friend ly work environment suc h a s spec ia l work a rrangements for family 
responsib ilities and  workp lac e c hild -ca re c entre. 

 
N2. Measures and  ind ic a tors of emp loyee well-being , sa tisfac tion might inc lude da ta  

on sa fety, absenteeism, turnover, g rievanc es, emp loyee sa tisfac tion levels. The 
results of suc h measures should  be rep orted  in Item 7.3. 

 

� � 
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4.5  Employee Performance and Recognition (20pts)  
 

Desc ribe how the organisa tion’ s emp loyee performanc e app ra isa l, rec ognition, 
p romotion, c ompensa tion, and  reward  systems enc ourage emp loyees to ac hieve high 
performanc e, a ligned  to the organisa tion’ s ob jec tives and  goa ls. 
 
 
            Approach                     D Deployment 
 
 
 
Statements 
 
52. Align performanc e app ra isa l to c orpora te ob jec tives and  va lues. 

53. Introduc e va riety of rewards and  rec ognition sc hemes to support c orpora te ob jec tives. 

54. Rec ognise and  reward  emp loyee lea rning  and  innova tion. 

55. Eva lua te and  improve performanc e and  rec ognition systems. 

 
 
Notes: 
 
N1. The organisa tion might use a  va riety of performanc e and  rec ognition 

app roac hes - moneta ry and  non-moneta ry, forma l and  informa l, ind ividua l and  
group , etc .  

 
 
Examples of Evidence for Category 4  
 

x HR p lans 

x Rec ord s on HR p lanning  p roc ess 

x Doc umenta tion on Lea rning  Needs Ana lysis (LNA) p roc ess and  review of tra ining 

p lans  

x Doc uments/ evidenc e of eva lua tion of tra ining  

x Emp loyee op inion surveys and  follow-up  

x Rec ord s trac king  turnover ra tes/ absenteeism/ grievanc es 

x Performanc e app ra isa l doc uments - samp les 

x Rec ord s on benc hmarking  of c ompensa tion pac kages 

x Rec ord s on emp loyee involvement ac tivities 

� � 
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5  PROCESSES (100pts) 
 

The Proc esses c a tegory foc uses on the key p roc esses the organisa tion uses to pursue its 
ob jec tives and  goa ls, inc lud ing  the innova tion p roc esses, p roduc tion and  delivery 
p roc esses and  supp lier and  pa rtnering  management p roc esses. 
 

 
 Excellence Indicators 
 

x The organisa tion has a  systematic  p roc ess to ac quire, eva lua te and  imp lement 
c rea tive ideas from a ll sourc es.   

 
 
x The organisa tion has a  systematic  p roc ess to transla te c ustomer requirements and 

expec ta tions into p roduc t or servic e design, p roduc tion and  delivery.   
 
x Externa l pa rties (c ustomers, supp liers, business pa rtners) a re involved  in key aspec ts of 

the design p roc ess (e.g . g iving  inputs, design review, p rod uc t/ servic e reviews).   
 
x The innova tion and  design p roc esses a re eva lua ted  and  improvements a re made to 

shorten c yc le time, improve design qua lity and  reduc e c osts.   
 
x The organisa tion’ s key p roc esses have c lea r ob jec tives and  ta rgets (e.g . c yc le time, 

qua lity level) whic h a re linked  to business and  q ua lity goa ls.   
 
x The key p roc esses a re systematic a lly measured  and  regula rly reviewed  to ensure 

c onformanc e to performanc e standards or ta rgets set.   
 
x The organisa tion has a  system to ana lyse root c a uses, take p rompt c orrec tive ac tion 

and  p revent future re-oc c urrenc e when a  p rocess fa ils to meet spec ified  standards 
or ta rgets set.   

 
x The organisa tion identifies and  selec ts its supp liers and  pa rtners who support the 

overa ll organisa tion stra tegy.  
 
x The organisa tion has methods to c ommunic a te and  p roac tively ensure tha t supp liers 

have the c apab ility and  c apac ity to meet its requirements (e.g . sup p lier aud its, 
supp lier ra ting  and  c ertific a tion system).   

 
x The organisa tion has p lans and  ac tions to help  key supp liers improve their ab ilities to 

meet key qua lity and  response time requirements (e.g . tra ining , joint p lanning , long-
term agreements, inc entives and  rec ognition).   
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    5.1   Innovation Processes (40pts)       
 
 Desc ribe how the organisa tion ha rvests c rea tive ideas and  the design p roc esses for 

p roduc ts and  servic es and  their rela ted  p roduc tion and  delivery systems a nd  p roc esses. 
 
 

            Approach                     D Deployment 
 

 Statements 

56. Genera te, ga ther and  sc reen c rea tive ideas from a ll sourc es. 

57. Imp lement innovative ideas to ac hieve business outc omes. 

58. Inc orpora te c hang ing customer/ market requirements in the new p roduc t/ servic e design 

and  introduc tion p roc ess. 

59. Inc orpora te new tec hnology and  knowledge in the new p roduc t/ servic e design and 

introduc tion p roc ess. 

60. Involve emp loyees from va rious departments in the new p roduc t/ servic e design and  

introduc tion p roc ess. 

61. Involve c ustomers in the new p roduc t/ servic e design and  introduc tion p roc ess. 

62. Involve supp liers and / or pa rtners in the new p roduc t/ servic e design and  introduc tion 

p roc ess. 

63. Inc orpora te p roc edures for design va lida tion in the new p roduc t/ servic e design and 

introduc tion p roc ess. 

64. Design and  introduc e p roduc tion and  delivery p roc esses for new p roduc ts/ servic es.  

65. Eva lua te and  improve the innova tion and  design p roc esses.  

 
 

Notes: 
 

N1. Item inc ludes the ha rnessing  of ideas from a ll sourc es suc h as emp loyee and 
c ustomer feedbac k, emp loyee suggestions, inp uts form pa rtners and  supp liers 
and  how your organisa tion selec ts and  imp lements the good  ideas to c rea te 
va lue for the organisa tion.  The imp lementa tion of selec ted  ideas might inc lude 
design of organisa tiona l struc ture and  work systems tha t support innova tion.  

 
 
N2. The design p roc esses might add ress mod ific a tions and  va riants of existing 

p roduc ts and  servic es; and / or new p roduc ts and  servic es emerg ing  from 
researc h and  development or other p roduc t/ servic e c onc ep t development.  

 

� � 
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5.2  Process Management and Improvement (40pts)  

 
Desc ribe how the organisa tion manages and  improves its p roduc tion/ delivery p roc esses 
(inc lud ing  supp ort p roc esses). 

 
 

            Approach                     D Deployment 
 
 

Statements 

66. Identify key business and  support p roc esses.  

67. Measure p roc ess performanc e and  set ta rgets. 

68. Ana lyse va rianc es in p roc ess performanc e and  take ac tions. 

69. Improve key p roc esses for higher performanc e and  c ustomer sa tisfac tion. 

 
 
Notes: 
 
N1. The organisa tion would  have to define key p roc esses for p rod uc tion and  d elivery 

of p roduc ts/ servic es tha t a re most important in “ running  the business”  and  
ma inta ining  or ac hieving  a  susta inab le c ompetitive advantage.  These a re 
p roc esses whic h would  va lue  add  the most to your  c ustomers, p rod uc ts and 
servic es and  a re those most d irec tly involved  in meeting  their  
requirements/ expec ta tions.  

 
N2. The item a lso c overs key support p roc esses, whic h support the organisa tion’ s 

p roduc tion/ delivery p roc esses. These might inc lude fac ilities management, lega l, 
human resourc e, p rojec t management, financ e and  ac c ounting , and  
administra tion p roc esses.   

 
N3. To ac hieve better p roc ess performanc e and  red uc e va riab ility, the organisa tion 

might imp lement app roac hes suc h as six sigma methodology, use of ISO 
9000:2000 standards, or use of p roc ess c ontrol tools. 

 
N4. The organiza tion might adop t va rious app roac hes to improve p roc esses, suc h as 

tec hnology adop tion, p roc ess redesign, new p roc ess design, benc hmarking , and  
the use of informa tion from c ustomers and  supp liers/  pa rtners.

� � 
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5.3  Supplier and Partnering Processes (20pts)  
 
Desc ribe how the organisa tion manages its key supp liers and / or pa rtner interac tion 
p roc esses 
 
 
                 Approach                 Deployment 
 
Statements 
 
70. Identify and  selec t supp liers and  pa rtners who fit into the organisa tion’ s overa ll stra tegy. 

71. Communic a te requirements to supp liers and  pa rtners. 

72. Assess supp liers and  pa rtners to ensure requirements a re met. 

73. Provide performanc e feedbac k to supp liers and  pa rtners. 

74. Improve c apab ilities of supp liers and  pa rtners to meet organisa tion’ s requirements. 

 
 
Notes: 
 
N1. To better ac c omp lish organisa tion’ s overa ll goa ls, your organisa tion would  need  

to identify supp liers and  pa rtners to work w ith for a  w in-win app roac h to ensure 
high level of qua lity servic e and  p roduc ts. 

 
N2. “ Supp liers”  refers to externa l pa rties tha t p rovide good s and  servic es to the 

organisa tion.  
 
N3. “ Pa rtners”  refers to externa l pa rties w ith whic h the organisa tion interac ts 

c ollabora tively for the purpose of c rea ting  add itiona l va lue to the organisa tion 
and  c ustomers. “ Pa rtnership ”  might inc lude: rela tionships w ith d istributors and 
regula tory bod ies; c o llabora tion w ith c ompetitors and  c omp lementa ry 
organisa tions, inc lud ing  stra teg ic  pa rtnerships, joint ventures and  a llianc es.  

 
N4. Determining  how requirements a re met might inc lude aud its, p roc ess reviews, 

rec eiving  inspec tion, c ertific a tion, testing  and  ra ting  system. 
 
N5. Plans and  p roc esses might inc lude joint p lanning , pa rtnerships, tra ining , long-term 

agreements, inc entives and  rec ognition. 
 
 
Examples of Evidence for Category 5 
 

x Rec ord s on d esign p roc ess 

x Proc ed ures for hand ling  of c ritic a l va rianc es in key p roc esses 

x Qua lity manua ls 

x Qua lity aud it reports  
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x Evidenc e of p roc ess improvements  

x Rec ord s on supp lier qua lity e.g . inc oming QC, sup p lier ra tings, supp lier aud its, etc . 

x Evidenc e of feedbac k/ c ommunic a tion w ith supp liers on req uirements and  
supp lier  performanc e 
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 6  Customers (110pts) 
 
The Customer c a tegory foc uses on how the organisa tion determines c ustomer and  
market requirements, builds rela tionships with c ustomers, and  determines their 
sa tisfac tion. 
 
Excellence Indicators 
 

x There is a  log ic a l method  for segmenting  the c ustomer base, whic h c ontributes to 
improving  business p erformanc e.   

 
x The organisa tion has a  wide va riety of "listening  posts" (e.g . foc us group s, frontline 

emp loyees, surveys, feedbac k forms, etc .) to determine both c urrent and  future 
c ustomer req uirements a nd  expec ta tions by c ustomer segment.   

 
x The organisa tion has a  systematic  app roac h to c olla te, ana lyse and  summarise 

va rious sourc es of c ustomer feedbac k (e.g . c omp la ints, c ustomer interviews, 
foc us groups, surveys, etc .) into ac tionab le informa tion. There is c ontinua l 
sc anning  of the marketp lac e to antic ipa te potentia l opportunities to exp loit 
c ompetitive advantage.   

 
x There is demonstra tion tha t c ustomers’  requirements and  expec ta tions a re 

systematic a lly used  as inputs in the p lanning  p roc ess, and  inc orpora ted  into the 
stra teg ic  business and  improvement p lans.   

 
x Severa l methods a re used  to ensure ease of c ustomer c ontac t (e.g . toll-free lines, 

pagers for c ontac t personnel, Internet e-ma il, ac c ount managers, etc .).   
 
x Servic e standards a re set for va rious interfac es w ith the c ustomer (e.g . answering 

c a lls w ithin three rings, respond ing to c omp la ints w ithin 24 hours, etc .).   
 
x Customer-c ontac t emp loyees a re adeq ua tely tra ined  and  empowered  (w ithin 

limits) to manage c ustomer rela tionships and  delight c ustomers.   
 
x There is a  system to ensure p rompt and  effec tive resolution of a ll customer 

c omp la ints.   
 
x Customer c omp la int da ta  a re systematic a lly tracked  and  used  to initia te p rompt 

c orrec tive ac tion to p revent future re-oc c urrenc e.   
 
x The organisa tion has d ifferent methods and  ind ic a tors to measure c ustomer 

sa tisfac tion (e.g . c ustomer survey, c omp la ints/ c omp liments, repea t business, 
feedbac k forms, warranty c la ims, c ustomer interviews, etc .), and  these a re 
regula rly and  systematic a lly monitored .   

 
x The organisa tion’ s ab ility to sa tisfy c ustomers has been rec ognised  in the form of 

c ustomer awards, or other forms of rec ognition sc hemes.   
 
x The organisa tion regula rly eva lua tes and  improves on its p roc esses and  methods 

for determining  c ustomer requirements and  expec ta tions, manag ing c ustomer 
rela tionships and  measuring  c ustomer sa tisfac tion.   
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6.1  Customer Requirements (40pts)  
 
Desc ribe how the organisa tion determines requirements of c ustomers and  markets to 
ensure the relevanc e of c urrent p rod uc ts/ servic es and  to develop  new op portunities and 
/ or markets. 
 
             Approach                            Deployment 
 
 
Statements 
 
75. Segment markets and  c ustomers.  

76. Determine c urrent and  future c ustomer/ market requirements for eac h segment. 

77. Ana lyse and  inc orp ora te requirements into stra teg ic  and  improvement p lans. 

78. Eva lua te and  improve the p roc ess for determining  c ustomer requirements. 

 
 
 
Notes: 
 
N1. The item a ims to add ress how your organisa tion seeks to understand  the voic e of 

c ustomers and  of the market p lac e w ith a  foc us on meeting  c ustomer’ s 
expec ta tions and  requirements, delighting  c ustomers and  b uild ing  loya lty. To 
better understand  and  meet the requirements of both future and  c urrent 
c ustomers and  markets, your organisa tion would  need  to adop t a  c ustomer 
c entric  app roac h by segmenting  the c ustomers and  markets and  determining  
the app rop ria te mec hanisms to listen to them and  lea rn about them. 

 
N2. Examp les of listening  and  lea rning  stra teg ies a re c ustomer foc us group s, 

interviews w ith lost c ustomers, use of c ustomer c omp la int p roc ess to und erstand  
key p rod uc t and  servic e a ttributes, c ompetitive c omparisons, and  
survey/ feedbac k informa tion, inc lud ing  the use of the Internet. 

 
N3. “Customers”  refers to the rec ip ients or benefic ia ries of the organisa tion’ s outputs, 

p roduc ts or servic es 
 
N4. “Requirements”  refers to expec ta tions, p referenc es and  needs of c ustomers and  

market.  
 
 
 

� � 
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6.2  Customer Relationship (40pts)  

 
Desc ribe how the organisa tion manages its rela tionship  with c ustomers for repea t 
business and / or p ositive referra ls. 
 
            Approach                       Deployment 
 
 
Statements 
 
79. Provide c ustomers w ith easy ac c ess to c onduc t business w ith the organisa tion and  make 

c omp la ints. 

80. Set and  dep loy c ustomer c ontac t performanc e measures for emp loyees in the response 

c ha in. 

81. Ensure c ustomer c omp la ints a re resolved  and  ana lysed  for improvements. 

82. Tra in and  empower emp loyees to delight c ustomers. 

83. Eva lua te and  improve its c ustomer rela tionship  management p roc ess. 

 
 
Notes: 
 
N1. The item examines your organisa tion’ s p roc esses for build ing  c ustomer 

rela tionships w ith the a im of ac quiring  new c ustomers, reta ining  existing 
c ustomers, and  develop ing  new markets. 
Customer rela tionship  might inc lude development of pa rtnerships and  a llianc es 
w ith c ustomers. 

 
N2. Setting  of servic e standards to ensure q ua lity of servic e and  suc c ess outc omes 

require effec tive dep loyment of these informa tion throughout the organisa tion. 
Examp les of c ustomer c ontac t requirements c over response times, reliab ility, sta ff 
servic e behaviour, and  a fter sa les servic e. 

  
N3. Comp liant aggrega tion, ana lysis, and  root c ause determina tion should  lead  to 

effec tive elimina tion of the c auses of c omp la ints and  to setting  p riorities for 
p roc ess, p rod uc t, and  servic e improvements.  

 
N4. Improvement of c ustomer rela tionship  management might inc lude equipp ing 

c ustomer-c ontac t emp loyees w ith skills on servic e delivery, manag ing 
expec ta tions and  hand ling  p rob lems.  
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6.3  Customer Satisfaction (30pts)  
 
Desc ribe the organisa tion’ s system of determining  c ustomer sa tisfac tion and  how this 
informa tion is used  to improve its opera tions. 
 
 
            Approach                         Deployment 
 
Statements 
 

84. Ga ther and  ana lyse informa tion on c ustomer sa tisfac tion and  retention. 

85. Use the informa tion to develop  stra teg ic  and  improvement p lans. 

86. Eva lua te and  improve the p roc ess of d etermining c ustomer sa tisfac tion. 

 
 
 
Notes: 
 
N1. An effec tive c ustomer sa tisfac tion measurement system is one tha t p rovides the 

organisa tion w ith reliab le informa tion about c ustomer ra tings of spec ific  p roduc t 
and  servic e fea tures and  the rela tionship  between these ra tings and  the 
c ustomer’ s likely future market behaviour. 

 
N2. A key aspec t of determining  c ustomer’ s sa tisfac tion is the c omparison of 

sa tisfac tion levels w ith c ompeting  or a lterna tive offerings.  
 
 
 
Examples of Evidence for Category 6 
 

x Market intelligenc e/ market resea rc h reports 

x Evidenc e of feedbac k c hannels for c ustomers 

x Customer survey q uestionna ire samp le, rep ort and  results (3 yea r trend  da ta  ) 

x Rec ord s on c omp la int resolution p roc ess 

x Rec ord s rela ting  to c ustomer requirements for d ifferent segments 

x Rec ord s of meetings/ c ommunic a tion sessions w ith c ustomers 

x Servic e rec overy p lans/ p roc edures 

x Customer sa tisfac tion results/ trends

� � 
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7  Results (400pts)  
 
The Results c a tegory examines the organisa tion’ s performanc e and  improvements in 
a reas of imp ortanc e to the organisa tion.  It a lso examines performanc e levels rela tive to 
those of c ompetitors and / or benc hmarks.  
 
 
Excellence Indicators 
 
x There is a  c lea r link between the stra tegy of the organisa tion and  what it 

measures.   
       
x The organisa tion has key ind ic a tors of c ustomer, financ ia l and  market, peop le, 

supp lier and  pa rtner, and  opera tiona l and  financ ia l performanc e results.   
       
x All results have ta rgets and  trends whic h a re three yea rs or more.   
       
x Ab solute results a re high rela tive to tha t of c ompetitors or industry standards.   
       
x Results c onsistently meet or exc eed  ta rgets.   
       
x There is c lea r linkage of results to app roac h and  dep loyment.   
       
x Ad verse trends a re exp la ined  and  c orrec tive ac tion, a lready taken or p lanned , 

c an be demonstra ted .   
       
x There a re c omparisons done w ith benc hmarks w ithin the industry and  ac ross 

industries, a s the organisa tion sea rc h to lea rn from the best.   
       
x The organisa tion demonstra tes best-in-c lass results in some or most of its key 

ind ic a tors.   
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7.1  Customer Results (140pts)  
 
Summarise the organisa tion’ s c ustomer-foc used  results, inc lud ing  c ustomer sa tisfac tion 
and  retention results, and  p roduc t and  servic e p erformanc e results.  
 
 
            Result               
 
 
Statements 
 
87. Improvements trends and  ta rgets met for c ustomer sa tisfac tion and  retention ind ic a tors. 

88. Improvement trends and ta rgets met for p roduc t and   servic e performanc e ind ic a tors. 

89. Favourab le c omparison of results w ith c ompetitors or benc hmarks.  

 
 
 
Notes: 
N1. The c ustomer results c a tegory p rovides a  results foc us tha t enc ompasses your 

ob jec tive eva lua tion and  your c ustomer’ s eva lua tion of your organisa tion’ s 
p roduc ts and  servic es.  

 
N2. Customer sa tisfac tion results reported  in the Item a re derived  from determina tion 

methods desc ribed  in Item 6.3.  Results might be supported  by c ustomer 
feedbac k, c ustomer’ s overa ll assessment of p roduc ts/ servic es, and  c ustomer 
awards. Results should  a lso go beyond  sa tisfa c tion measurements to c over 
loya lty, repea t business, and  longer-term c ustomer rela tionships. 

 
N3. The c omb ina tion of d irec t c ustomer measures/ ind ic a tors in sta tement 87 w ith 

p roduc t and  servic e performanc e measures/ ind ic a tors in sta tement 88 provides 
an opportunity to determine the c ause and  effec t rela tionships between the 
organisa tion’ s p roduc t/ servic e a ttributes and  evidenc e of c ustomer sa tisfac tion, 
loya lty, positive referra l, or even the potentia l obsolesc enc e of p rod uc t or servic e 
offerings.  

 
N4. Prod uc t and  servic e measures app rop ria te for inc lusion might be based  on the 

follow ing: interna l qua lity measurements, field  performanc e of p rod uc ts, defec t 
levels, servic e errors, resp onse times, and  da ta  c ollec ted  from your c ustomers by 
other organisa tions on ease of use or other a ttributes, as well as c ustomer surveys 
on p rod uc t and  servic e performanc e. 

 

� 
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7.2 Financial and Market Results (90pts)  
 
Summarise the organisa tion’ s key financ ia l and  marketp lac e performanc e results. 
 
             
                Result 
             
 
 
Statements 
 
90. Improvement trends and ta rgets met for financ ia l performanc e ind ic a tors. 

91. Improvement trends and ta rgets met for marketp lac e ind ic a tors. 

92. Favourab le c omparison of results w ith c ompetitors or benc hmarks. 

 
 
         
 
Notes: 
N1. The item examines your organisa tion’ s key financ ia l and  market results, w ith the 

a im of understand ing  your financ ia l susta inab ility and  your market p lac e 
c ha llenges and  opportunities. 

 
N2. Results reported  in this Item might inc lude aggrega te measures suc h as return on 

investment (ROI), asset utilisa tion, opera ting  marg in, p rofitab ility, surp lus, 
p rofitab ility by market/ c ustomer segment, liquid ity, deb t to equity ra tio, va lue 
added  per emp loyee, a nd  other financ ia l ac tivity measures.  

 
N3. For non-p rofit organisa tions, measures might inc lude performanc e to budget, 

reserve funds, c ost avoidanc e or savings, a dministra tive expend iture as a  
perc entage of budget, and  c ost of fund ra ising  versus fund s ra ised . 

 
N4. For non-p rofit organisa tions, responses to sta tement 91 might inc lude mea sures of 

c ha ritab le dona tions, or g rants and  the number of new p rogrammes or servic es 
offered  
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7.3       People Results (80pts)  
 
Summarise the organisa tion’ s human resourc e results, inc lud ing  those on emp loyee 
involvement, sa tisfac tion and  development.  
 
               Result 
 
 
 
 Statements 
 
93. Improvements trends and  ta rgets met for emp loyee involvement ind ic a tors. 

94. Improvement trends and ta rgets met for emp loyee tra ining  ind ic a tors. 

95. Improvement trends and ta rgets met for emp loyee sa tisfac tion ind ic a tors. 

96. Favourab le c omparison of results w ith c ompetitors or benc hmarks. 

 
                         
 
Notes: 
 
N1. Results reported  in this item should  rela te to the stra teg ies and  ac tivities desc ribed 

in sta tements in the Peop le c a tegory. 
 
N2. Results reported  might c over generic  and  organisa tion- spec ific  fac tors. Generic  

fac tors might inc lude sa fety, absenteeism, turnover, sa tisfac tion, and  grievanc es.  
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7.4       Operational Results (90pts)  
 
Summarise the opera tiona l performanc e results tha t c ontribute to the ac hievement of 
key organisa tiona l performanc e goa ls, and  the organisa tion’ s key supp lier and  pa rtner 
results. Inc lude app rop ria te c ompara tive da ta . 
 
 
                Result 
 
 Statements 
 
97. Improvement trends and ta rgets met for the performanc e ind ic a tors of key business and  

support p roc esses. 

98. Improvement trends and ta rgets met for supp lier and  pa rtner performanc e ind ic a tors. 

99. Improvement trends and  ta rgets met for c ommunity and  environment p rotec tion 

ind ic a tors. 

100. Favourab le c omparison of opera tiona l results w ith c ompetitors or benc hmarks. 

 
 
                 
Notes: 
 
N1. Results reported  in this item should  add ress the organisa tion’ s key performanc e 

requirements and  p rogress toward  ac c omp lishment of key performanc e goa ls as 
p resented  in the Organisa tiona l Profile, and  in items 2.1, 5.1, 5.2, 5.3. Inc lude 
results not reported  in Items 7.1, 7.2, and  7.3. 

 
N2. Supp lier and  pa rtner results reported  in sta tement 98 should  add ress requirements 

desc ribed  in Item 5.3 
 
N3. Results on the organisa tion’ s c ontribution to the c ommunity, soc iety a nd  the 

environment reported  in  sta tement 99 should  add ress requirements desc ribed  in 
Item 1. 3.  

 
 
 Examples of Evidence for Category 7 
 

x Customer survey q uestionna ire results (3 yea r trend  da ta ) 

x Tra ining  ind ic a tors/ results for eac h emp loyee group  

x Emp loyee op inion survey results  

x Rec ord s on key results trac ked  by the organisa tion 

x Results on c ompara tive da ta  and  benc hmarks 
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