The SMART Self-Assessment Questions

Using the Criteria for 

Performance Excellence


Categories





Introductory Comments






Page 2   

1. Customer and Market Focus





Page 3  

2. Strategic Planning







Page 8  

3.  Process Management






Page 10  

4.  Human Resource Focus






Page 13

5.  Measurement, Analysis






Page 18

and Knowledge Management

6.  Leadership








Page 21





Results Summary







Page 24











Organization


















Participant  

















Date  









[image: image3.png]UNIVERSITY OF MISSOURI

B Fxtension





[image: image1.png]Missouri

Small Business
Development

Centers








[image: image2.wmf]

 Self-Assessment - Introductory Comments
Prior to beginning the self - assessment questions you should take a few moments to orient all participants to the process you are about to go through.  Be sure to address the following items:

1. Introductions

Introduce all participants.

2.   The Purpose of Self-Assessment
Self-Assessment using the Performance Excellence Criteria helps any organization take a holistic view of its operations.  Based on this, organizations can determine its strengths and opportunities for improvement.  The assessment and its questions are based on the performance standards of world-class companies.  The standards are formalized in the Criteria for Performance Excellence used by the National Malcolm Baldrige Award.  We modified the criteria to meet the needs of small businesses and organizations.

3.  Outcome Following the Self-Assessment Interview

After completing the questions, your team will analyze your responses and identify your strengths and opportunities for improvement.  Ideally, the analysis and recommendations will be prepared in a written report to assist in formalizing, disseminating, understanding and responding to the findings.  These findings should drive the development of action plans to address the most critical issues.

4. Confidentiality Issues

In order to solicit the best possible responses from those participating, confidentially and non-attribution for any comments made must be rigidly adhered to.  Any failure to do so will doom the assessment to failure.  Complete honesty and integrity of the highest order must be demanded.  Remember, perceptions in the eyes of the beholder are fact.  Likewise, it must be stressed that self-assessment is not a “bitch” session.  Focus on the criteria, comment on functions and processes, not individuals, and allow everyone to fully participate. 

5. Reviewing the Company’s Key Business Factors

Before with a review the unique environment in which your company operates

6. Describe the Assessment Process

There are six categories in the assessment.  The seventh category, Results, is not treated as a separate category.  Category 7 questions are embedded in the first six categories.  This provides a more logical and simplified flow to the assessment.  

7. Begin the Self-Assessment Questions

	Performance Excellence Categories
	Key Criteria Concepts
	Rating

	
	
	


1.
CUSTOMER AND MARKET FOCUS:  Determine how the company identifies requirements and expectations of customers and markets.  Also determine how the company enhances relationships with customers, determines their satisfaction and creates loyalty

	
	
	

	1.1 Customer and Market Knowledge Questions:  Define how your company identifies longer-term requirements, expectations and preferences of target customers and markets in order to understand and anticipate needs and to develop business opportunities.


	1.1 Customer and Market Knowledge Criteria:


	1.1 Customer and Market Knowledge Rating _____

	1)
What is your target market?  (A-D)

A. What part of your market are you pursuing?

B. How do you keep informed of changes in your target market?
	1)
Demonstration of market knowledge – The 

respondent can clearly describe the marketplace in which the company operates.  The respondent demonstrates an understanding of the dynamic nature of the marketplace and has devised methods to keep informed of rapidly changing conditions.


	






	2)
How are you performing in the market?  (R)

A. What do your measurements tell you?

B. What is your market share?

C. What is the trend?

D. How do you compare to your competitors?

E. How is the marketplace changing over time?
	2)
Understanding market performance – The 

respondent can describe the relative performance in the company’s target market.  Examples could include third in sales out of seven firms in the local market, most profitable company in the target marketplace or newest entry into a marketplace.  The respondent can also describe how the marketplace performance has changed over time.


	Include in 7.3 Financial and Market Results








	3)
Who are your customers?  (A-D)

A. Who are your major customers?

B. How do you segment your customers?

C. Describe the characteristics of each customer segment such as demographics, psychographics, geography, frequency and type of purchases, buying habits, etc.


	3)
Understanding of customer segmentation – The 

respondent presents a thoughtful rationale for segmenting customers.  The respondent can describe the different segments of the customer base in terms of customer characteristics, expectations, requirements, etc.  
	






	4)
Why do your customers buy from you?  (A-D)

A. What are the factors that affect a customer’s decision?

B. Do they vary by segment?

C. How do your products, services, and their features respond to these factors?

D. How do you know this?


	4)
Determination of customer priorities – The 

respondent demonstrates a thorough understanding of customers’ rationale for purchases.  The respondent tracks important factors such as demographic, technological, economic, social, etc. that have a bearing on customer decisions.
	






	5)
How do you determine customer needs and

expectations?  (A-D)

A. What methods are used for each customer type?

B. How do you include potential customers and customers of competitors in your methods?

C. How do you compare what customers’ say to what customers do?
	5)
Understanding customer requirements – The

respondent describes a variety of methods for determining what its customers want, need and expect.  The methods used may be tailored for each type of customer.  Examples include analysis of consumer or industry trends in published reports, personal contact, surveys and focus groups, complaints, returns, and the analysis of all of the above.  Customer groups may include potential and former customers as well as the customers of competitors. 


	






	6)
How do these needs vary among different 

customer groups?  (A-D)
	6)
Understanding variation among customers – The respondent can describe how customer requirements differ among its various customer segments.  For example, one segment may place a premium on responsiveness while another requires a high degree of technological innovation.
	







	7)
How do you use key customer requirements in your products and services? (A-D)

A. How do you use customer information to determine product or service features?

B. How do you determine the relative importance of product and service features as part of the customer’s purchasing decision?
	7)
Use of customer needs – The company describes how they use their knowledge of customer groups and market segments to tailor their product/service offerings to meet customer demands.  Examples of using their knowledge of customers could be number of product offerings, specific features, variety of features, types of services, hours of operation.   
	

	8)  How do you keep your means to collect and analyze information about your customers current with your company’s needs and capabilities? (A-D)
	8)  Organizational Learning – The company realizes that customers, markets, and their business are constantly evolving and that new or different ways to learn and understand their customers and markets must be considered. 
	







	1.2 Customer Relationships and Satisfaction 

Questions:  Define how your company builds relationships to acquire, satisfy, and retain customers, increase loyalty and to develop new opportunities.
	1.2 Customer Relationships and Satisfaction Criteria:
	1.2 Customer Relationships and Satisfaction Rating _____

	
	
	

	1) How do you build relationships to acquire and satisfy customers?  (A-D)

A. What does it take to keep your most profitable customer groups happy?

B. How do you encourage positive referrals and repeat business?
	1) Customer relationships – The company describes how they build strong relationships with key customers or segments.  The key is to figure out which customers want to be loyal and do what it takes to lock them into doing business with you for the long run.
	






	
	
	

	2) What customer service standards are employees expected to maintain?  (A-D)

A. What service standards do customers demand?

B. How do these standards drive employee behavior?

C. How do employees know what behavior is expected?
	2)  Establishing standards for customer service – The respondent describes what customers expect from the company, how employees meet those expectations through their behavior and and how the employees know what behavior is expected.  Examples could include standards for telephone courtesy or standard practices or response times for handling complaints or problems.
	







	3) How do you measure performance against these standards?  (A-D)

A.  How and when is performance measured?

B. How and when are the performance measures reviewed?

C. How do you use this information to improve customer service? 

	3)  Measuring customer service performance – The company uses a set of measures for major activities involving customer contact.  These measures allow the company to evaluate and improve how employees treat customers.
	






	
	
	

	4) What methods do you use to resolve and track

complaints?  (A-D)

A. What is your process for resolving and tracking complaints?

B. How is the process communicated throughout the company?

C. How are root causes of problems determined?

D. How do you determine who has authority to resolve complaints?

E. How do you measure timeliness and degree of resolution of complaints? 


	4)  Complaint management – The respondent has a 

well-conceived process for successful resolution of complaints.  The process is communicated throughout the organization and especially to all staff with direct customer contact.  The respondent describes the specific steps involved in complaint resolution including how the root cause of the problem is determined and who has authority to resolve the complaint.  The company measures timeliness and degree of complaint resolution.
	






	
	
	

	5) How do you follow-up with customers to obtain feedback?  (A-D)

A.  How do you obtain information from 

customers on products, services, and recent transactions?

      B.  How is this information gathered among the various customer segments?

      C.  How do you use this information for improvement?


	5)   Gathering customer feedback – The company

uses a variety of methods to gather information from its customers regarding its products, services, features, prices, etc.  The methods may vary according to customer segment but the company consistently gathers input about its operations.
	






	6) How do you measure customer satisfaction?  

(A-D)

     A.  How do these measurements tie to your key business processes?

     B.  How do you use these measurements to drive improvement?
	6)   Satisfaction measurement – The respondent 

expressly and consistently seeks feedback from customers through a variety of methods.  The respondent has devised a set of measurements tied to key business processes so that opportunities for improvement can be implemented.
	







	7)  What does the data tell you about customer

satisfaction?  (R) 

     A.  What are the trends?

     B.  How do you compare to your competition?

     C.  May I see your customer satisfaction data?
	7)   Customer satisfaction measures – The respondent describes a set of satisfaction and dissatisfaction measures that demonstrates how well the company has been satisfying customers thereby creating loyalty, repeat business, and positive referrals.  Some examples could be customer retention, gains, number of complaints, complaint management, etc.


	Include in 7.1 Customer-Focused  Results








	8)  What does the data tell you about how well your products and services meet customer expectations?  (R)  

     A.  What are the trends?

     B.  How do you compare to your competition?

     C.  May I see your data?

	8)   Product/Service satisfaction measures – The respondent describes a set of measurements that demonstrates how the performance of their products and services leads to satisfied and loyal customers who provide positive referrals.  Some examples could be internal quality measures, defect levels, customer surveys, referrals, etc.
	Include in 7.2 Product and Service Results








2.
STRATEGIC PLANNING:  These questions examine how the company sets strategic directions and objectives as well as how it determines key action plans.  Also examined is how the plans are translated into an effective performance management system.

	
	
	

	2.1 Strategy Development Questions:  

Define how your company creates its strategic plans.  This process should address the company’s competitive position, overall performance, and future.
	2.1
Strategy Development Criteria:


	2.1  Strategy Development 

Rating _____

	
	
	

	1)  How do you develop strategic plans? (A-D)        A.  Who participates in the planning process?
B.  What are your short- and long-term planning horizons?
	1)  Plan Development – The respondent describes a thorough but efficient process for planning.  The process is consistent with the size of the firm and includes a mechanism to gather critical data at the beginning of the planning process.  The planning process may include participation of critical stakeholders such as major customers, suppliers, advisors or employees.
	






	
	
	

	2)  How does the planning process take into account:  (A-D)

a)
Customers needs?

b)   Market needs and trends? 

c)
Competitors?

d)   Your strengths and weaknesses including human and other resources?

e)
Product and service innovations and technologies?

f)
Suppliers and partner capabilities?

g)
Risks (financial, regulatory and societal)?

h)   Factors unique to your business?


	2)
Comprehensive evaluation – The respondent can describe how potential changes in customer needs, financial capability and technology are considered in an overall plan.  Specific goals and strategies for each are included in the plan.  The company provides relevant examples illustrating how this is accomplished.


	






	3)  What are your strategic goals and objectives  (A-D)

A.  Describe what you want to achieve in the long term?

B.  What are the measures or performance objectives that you have established to verify that you will have achieved your goals?

C.  How do these goals and objectives address the future challenges that will be facing the company?


	3)  The respondent can express what the company is to achieve long-term using both general concepts and quantifiable performance measures that will allow the company to evaluate their success in getting to where they want to go.  Further, the company’s strategy has addressed the strategic challenges identified in the organizational profile and/or identified the key business factors.  
	







	2.2 Strategy Deployment Questions:  Define how your company deploys its action plan.
	2.2
Strategy Deployment Criteria:


	2.2  Strategy Deployment 

Rating _____

	1)   How do you convert strategic plans into actions and

      work requirements?  (A-D)

A.  How does this show up in day-to-day actions?

     B.  How do you determine if plans are communicated and understood?

    C.  How do you evaluate the effectiveness of this communication?
	1) Turning strategy into action – The company describes how its strategic objectives are ultimately translated into the company’s day-to-day activities.  Specific methods to communicate the objectives and the associated actions throughout the company are also described.  The company can describe how it evaluates the effectiveness of this communication.
	






	
	
	

	2)  What are some of your most important action plans and how have they been resourced?

A.  What are the most important strategic objectives?

B.  What specific actions, work, or tasks will be taken to achieve those objectives?

C. What resources (money, people, time, materials, etc) have been allocated to implement these plans?
	2)   Developing action plans – The company has implemented the process described above.  That process has identified specific individual or group work/activity, which is aligned to the company’s strategic goals and objectives.  Further, the company has identified and provided the needed resources to implement these action plans.  
	






	
	
	

	3)  How do you measure progress towards your 

action plan goals?  (A-D)

A. How do the measurements relate to the goals?

     B.  What are the measurements?

 
	2) Progress towards goals – The company describes a method of measuring its performance over time compared to the goals set during planning.  Examples could include comparing monthly sales or production goals derived from the planning process with the actual levels achieved.
	






	
	
	

	4)  What are your performance projections for the

next 2-5 years?  (A-D)

     A.  How are these performance projections developed?

 B.  How reliable have your projections been in the past?

C.  How do your performance projections compare to market or competitor trends?  
	3)  Progress performance – The company describes projected performance levels in strategically important areas over the near and mid-term.  These levels are based on sound data and represent logical extrapolations rather than guesses or a hunch.
	







3.
PROCESS MANAGEMENT:  The questions will examine how key processes are designed, effectively managed and improved to achieve better performance.  Key processes are the distinct activities that are critical to the success of your company.

	
	
	

	3.1  Value Creation Processes Questions:  Define how key processes are designed, implemented and improved.  Key processes can include those used to create your products or services as well as those important to business growth and success.  
	3.1  Value Creation Processes Criteria:
	3.1 Value Creation Processes 

Rating  _____



	
	
	

	1)
What are the critical things you have to do well to create value for your customers and others who have a stake in the success of your company?  (A-D)

A. What are your products or services?

B. How do you identify, design, test, produce, advertise, deliver and support your products and services?

C. What processes are most important to “running your business”?

D. How are these business processes designed to meet the needs of customers, employees, and others?

   
	1)
Identification of key processes – The respondent identifies a few (6-12) clearly defined processes that are central to the business success and differentiate the company in the marketplace.  These include processes directly associated with the products and services delivered to the customer.  Non-product/service processes that are considered most important to business growth and successes are also addressed in this item.  These processes are most often internal operational processes.    While customer focused products and services create value ultimately through sales, business processes create value by improving efficiency, effectiveness, and contributing to growth or expansion.
	






	
	
	

	2)  What are the performance standards for each

      key process?  (A-D)

A. How do you establish performance standards for your products and services?

B. How do you establish performance standards for your internal business processes?

C. How do you establish performance standards for your suppliers and partners?


	2)
Identification of performance standards – The 

respondent describes measurable performance standards for each of the key processes identified.  Measurement occurs in process as well as at the completion of the operation.
	






	
	
	

	3)  How do you measure performance against these standards?  (A-D)

A. How do you take the measures?

B. When do you take the measures?

C. How are these measures used?
	3)
Measuring performance against standards – 

Respondents describe a systematic method for measuring performance in each key process against a standard.  Examples could include adherence to tolerance requirements, customer satisfaction and retention, sales goals, returns, and cost or efficiency measures.
	







	4)
How are you performing in each key process?  (R)

     A.  What is the trend?

     B.  How do you compare to the competition?

     C.  How do you compare to the “best in class”?
	4)
Process performance – The company’s performance in each of its key processes is at or above standards and/or comparisons with an improving trend.  The company has developed some information relative to its competitors, industry leaders or best in class performers and compares favorably.
	Included in 7.5 Company Effectiveness Results







	
	
	

	5)
How is performance improved in these areas? (A-D)

     A.  How do these measurements relate to company goals?

     B.  How are these standards re-evaluated and improved?
	5)
Standard improvement – The performance 

standards have a rational basis that is derived from company goals and marketplace requirements.  The company has a method for periodically reevaluating the standards and for improving them based on reliable information.


	







	6)
How are new product/service opportunities evaluated? (A-D)

     A.  What information is used in the design process?

     B.  How are potential problems anticipated?

    C.  How are new products/services tested?

    D.  How are customers or others associated with the product or service involved in the evaluation?
	6)
Development of new products and services – The company describes a systematic approach to product and service design that includes key stakeholders such as marketing, legal, suppliers, manufacturing and sales very early on in the design process.  The designs incorporate a preventive approach to quality.  The company demonstrates a well-conceived process for testing, which includes field-testing the product/service prior to broad introduction.
	







	3.2 Support Processes Questions:  Define how your company manages its key processes that support the processes designed to create value.    
	3.2 Support Processes Criteria:
	3.2 Support Processes Rating  _____

	
	
	

	1)
What are your key processes that support value creation processes?  (A-D)

     A.  Who are the primary internal customers of each of these services?

    B.  How or what part of the value creation do these processes support?


	1)
Identification of key support processes – The respondent identifies a few (6-12) clearly defined key support processes.   These processes are consistent with the goals, size, complexity and position of the company in the marketplace.  Examples of support processes could be finance, accounting, facilities management, human resource services, public relations and other administrative services.
	






	
	
	

	2)
How is the performance of key support processes  

measured?  (A-D)

     A.  What are the performance requirements for each support processes?

     B.  How are these measures taken, how often are they taken, and how are they used?

C.  How are these measurements tied to the input from internal customers?
	2) Measurement of support processes – Performance of support services is measured quantitatively and qualitatively and includes input from internal customers of the support processes.
	






	
	
	

	3)
How are your key support processes performing?  (R)

     A.  What is the trend?

    B.  How does this compare to the competition?

    C.  How do you compare to the “best in class”?
	3)
Performance of support processes – The 

company’s performance in each of its support processes is strong with an improving trend.  The company has developed some information relative to its competitors, industry leaders or best in class performers and compares favorably.
	Include in 7.5 Company Effectiveness Results









4.
HUMAN RESOURCE FOCUS:  These questions examine how the work force is organized, managed, and encouraged to develop and utilize its full potential in relation to the company’s goals.  Also examined is the company’s effort to build and maintain an environment conducive to performance excellence, full participation, and attainment of personal and organizational growth.

	
	
	

	4.1 Work Systems Questions:  Define how

your company’s work and job design along with compensation and recognition practices encourage employees to contribute to achieving the company’s performance goals.  
	4.1 Work Systems Criteria:


	4.1 Work Systems Rating  _____


	
	
	

	1) How do you encourage employee initiative and

responsibility?  (A-D)

     A.  How have employees recently taken the initiative to make changes or improvements?

     B.  Why and how did they do this?

    C.  What are the organizational processes and management structure to support and encourage employee initiative?


	1)
Promotion of initiative – The company takes

deliberate action to promote initiative and individual responsibility.  Examples include a broad range of opportunities to suggest and implement changes that improve company performance.  The company provides evidence that the workers regularly make such change and that there is a process to support and encourage employee initiative.  
	






	
	
	

	2)
How do you create a work environment that encourages flexibility and cooperation?  (A-D)

     A.  What do you do if a key employee calls in sick?

     B.  How do employees learn the affect their job has on others in the company?

     C.  How do your employees adapt to handle a large order or rush job?
	2)
Promotion of flexibility – The company 

demonstrates that it can respond quickly to changing circumstances such as the absence of a key employee, a large rush order or the loss of a major order.  Employees understand how their activities affect overall performance and are encouraged and empowered to expand their ability to contribute to the firm.  Examples could include cross-training, job sharing, flexible work teams, and selection of highly flexible equipment or workspace.
	






	
	
	


	3)
How is operational information communicated throughout the company?  (A-D)

     A.  For example:

· how is a change order handled?

· how do employees know a sale is pending?

· how do they know when an order needs to

be shipped?

     B.  How do you know if employees have necessary information for them to properly perform their job?
	3)
Communication of day-to-day information – The respondent describes methods for ensuring that employees have ready access to the information they need to do their jobs and to meet current performance requirements.  Examples include posting order and shipping schedules, productivity goals and levels, supplying easy access to Standard Operating Procedures and customer information.
	






	
	
	

	4)
What information do people use to understand and improve their performance?  (A-D)

     A.  How do the  measurements relate to the company’s business goals?

     B.  How do employees know how they are performing?
	4)
Measurement of productivity – The company has developed a set of job performance measures that are consistent with the company’s overall goals and has identified and provided information needed by employees to monitor and improve their performance. 
	







	5)
How productive are your employees? (R)
     A.  What are the trends?

     B.  How do you compare to competition?
	5)
Productivity results – The respondent describes productivity results in activities that have a clear bearing on company performance.  The results are tracked over time and include positive trends.  The company has some measures (perhaps from industry or trade associations) of comparative or competitive productivity.
	Included in 7.4 Human Resource Results__








	
	
	

	6)  How is employee performance rated? (A-D)

A. What performance is rated?

B. How is it rated?

C. How are the ratings provided to the employee?     

D. How is the employee provided the opportunity to respond?

     
	6)  Employee performance rating system – The company provides evidence of a defined and recurring approach, which provides for the employee and employer to learn and improve based on previous performance.  Such a system must provide a means of two way communication.


	






	
	
	

	7)
How are compensation and recognition incentives used to reinforce performance goals?  (A-D)

     A.  How do employees share in the risks and benefits of meeting performance goals?

B. How are compensation increases determined?

C. How and for what are non-financial rewards and recognition provided? 
	7)
Recognition/Compensation system – The company provides evidence of a systematic approach in which compensation and recognition are tied to key company performance measures  incorporating both a business and a customer focus.  Employees throughout the company share in the risks and benefits of achieving performance goals.
	






	
	
	

	8)  How are perspective employees selected?      (A-D)

A. How are the requirements for a job determined?

B. How are these requirements used to establish a pool of applicants?

C. How are new employees selected from a pool of applicants?    
	8)   Hiring Process – The respondent describes recruiting and hiring methods that focus on finding employees with the knowledge, skills, and abilities that contribute to achieving the company’s goals.  
	






	
	
	

	9)  How are employees selected for positions of increased responsibility in the company?      (A-D)

A. When there is an opportunity for promotion or the assignment of new or increased responsibility how are employees selected?

B. How do you determine that a person from outside the company is needed?
	9)  Career Progression – A systematic means for employees to be selected for positions of increasing responsibility and authority within the company’s structure is described.  In very small company’s where there the traditional concept of a “career progression ladder” is not applicable, how does the company ensure that a system exists to meet both the company’s need for redundancy and the employee’s need for personal growth within the capabilities of the company.
	







	4.2 Employee Learning and Motivation Questions:  Define how your company develops its work force to achieve company objectives and improve employees through education, training and motivation .  
	4.2 Employee  Learning and Motivation Criteria:

	4.2 Employee Education, Training &

Development Rating  _____


	
	
	

	1)
How do you determine what training is needed for your employees? (A-D)

A. How do you introduce new employees to your workplace?

B. How do your employees improve their skills?

C. How do the company’s performance requirements drive the system for training?
	1)
Training identification – Respondent has a systematic approach to determining training needs tied to the business goals, customer feedback, employee input and, if applicable, supervisor input.
	






	
	
	

	2)
How is input from employees, including supervisors, incorporated in training design? (A-D) 

A. How do employees make their desire for training and development known?

B. How do supervisors provide input concerning employee or group training needs?

C. How do small groups or teams make their need for training known?

D. How are all employee training requests reviewed, analyzed, and prioritized?
	2)
Employee input in training design – The company has identified methods for including employee input in training design.  This might include self-identified training needs, supervisor or team recommendations.  This input is integrated into the process described above.
	






	
	
	

	3)  How is training conducted? (A-D)

A. How are new employees trained?

B. What recurring training takes place?

C. How are employees trained/retrained when the job, its procedures, equipment, or technology change?

D. How do you ensure you and other company leaders get the training they need?
	3)   Training delivery – A systematic means to conduct training is discussed based on the needs and capabilities of the company and the employees.  Components of the systems could include how often training is conducted, who conducts the training and why they do so, differences in training for various types of employees or jobs. 
	






	
	
	

	4)
How do you evaluate and improve the 

effectiveness of company training?  (A-D)

     A.  How do you determine if what is taught is used on the job?

     B.  How do you determine if the value received from the training exceeds its cost?
	4)
Training evaluation – Training evaluation 

addresses such factors as training- effectiveness, impact on performance and cost/benefit analysis.  Management, employee and peer input should be included to determine of value received from training relative to the original objectives of the training.
	






	
	
	

	5)
What are your employee training results?  (R)

     A.  What results have occurred in customer, financial or operational performance?

     B.  What are the trends?

     C.  How does this compare to your competition?
	5)
Employee training results – The company presents data demonstrating that training leads to measured improvements in customer, financial or operational performance.
	Include in 7.4 Human Resources Results__ 








	
	
	

	6)  How do you motivate all employees to improve their performance?  (A-D) 
	6)  Motivation – A system that uses formal and informal means to encourage all employees to seek both personal and professional learning and development objectives is described.  The description involves all levels of the company, including the leadership.  
	






	
	
	


	4.3 Employee Well-Being & Satisfaction

Questions:  Define how your company maintains a work environment and climate that supports the well-being, satisfaction and motivation of employees.
	4.3 Employee Well-Being and Satisfaction Criteria:


	4.3 Employee Well-Being and Satisfaction

Rating  _____

	
	
	

	1)
What efforts are taken to ensure you have a safe and healthy work environment?  (A-D)

A. How are health and safety concerns identified?

B. What role do employees play in identifying and resolving such concerns?

C. How do you measure the company’s performance in keeping a healthy and safe workplace?  
	1)
Safe and healthy workplace – The company takes a proactive approach to prevent safety and health problems by monitoring and improving employee behavior in addition to involving employees in identifying and eliminating/mitigating safety and health concerns in the company’s facility and how the company does business.  
	






	
	
	

	A. 2)
How do you determine what benefits are important to employees:  (A-D)How are employees involved in selecting or reviewing their benefits?
B. How do your benefits compare to what your employees want?
	2)
Employee role in benefit determination – The

company includes employee input and preferences in its selection of benefits.  The term benefits should be interpreted broadly.
	






	
	
	

	3)
What measures or indicators do you use to 

determine employee satisfaction?  (A-D)

     A.  How do these measurements help you understand your employee satisfaction level?
	3)
Determining employee satisfaction – The

company has selected measures of satisfaction that are consistent with the company’s size and complexity.  They are objective, broad-based, widely applied, and evaluated regularly.  The measures chosen respect employee confidentiality and provide insight into the satisfaction of all employees.  Examples could include surveys, discussions with employees, suggestion boxes, and tracking of absenteeism and other relevant data.
	






	
	
	

	4)
What are your employee satisfaction results?  (R)

     A.  What are the trends?

     B.  How do they compare to your competition?
	4)   Employee satisfaction results – The company presents data demonstrating that company actions lead to positive employee satisfaction results.  These results may increase company performance.
	 Include in 7.4 Human Resources Results








	5)
How do you use the information you receive?

(A-D)

     A.  How has this information helped you improve the work place?
	5)   Employee feedback – The company can 

demonstrate a feedback loop in which employee satisfaction data and improvements in the workplace are connected.  The company can demonstrate trends in key satisfaction measures and can identify actions taken to bring improvements in the trends.
	







5.
MEASUREMENT, ANALYSIS, AND KNOWLEDGE MANAGEMENT:  This section looks at how your company selects, analyzes, and manages data, information and knowledge.

	
	
	

	5.1 Measurement and Analysis of Company Performance Questions:  Describe how your company provides effective performance management systems for measuring, analyzing, aligning, and improving performance at all levels in your company.  
	5.1 Measurement and Analysis of Company Performance Criteria:
	5.1  Measurement and Analysis of Company Performance Rating _____

	
	
	

	1) What information does your company review regarding its day-to-day operations and overall company performance?  (A-D)

A. How is data and information selected for collection and review? 

B. What are your key financial measures?  (These could include sales, gross margins, profits, ROI, liquidity, etc.)

C. What are your key non-financial measures?  (These could include productivity, safety, cycle time, new product introductions, defect levels, customer loyalty and satisfaction, employee satisfaction , etc.)

D. How do these measures consolidate or summarize performance from throughout the company?
	1) Use of  measures to improve performance – 

The company has selected a few (less than 20) key performance measures to determine overall organizational performance.  The measures reflect a balance between financial, operational, customer-related and employee-related.  The measures selected are a balanced mix of past, present and future perspectives.  Further, these key company measures are developed from or based on a “subordinate” set performance measures integrated from throughout the company that are relevant to each work area and aligned with overall company goals.
	






	
	
	

	2) How does this information relate to business goals?  (A-D)

   A.  What is the relationship between these key measures and the company’s purpose, vision, etc identified in your the key business factors?   

B.  How do you evaluate the performance measures for improvement and replacement?
	2) Overall performance objectives – The measurements are clearly tied to key business goals critical to differentiating the company from its competitors.  The company re-evaluates the measures frequently, replacing outdated measures and adding more relevant ones.
	






	
	
	

	3) What comparative data do you use to analyze your performance?  (A-D)

A. How do you determine what comparative information is critical?

B. How do you collect that information?


	3) Comparative analysis – The company has defined methods to compare their performance to appropriate examples within and outside their industry.
	






	
	
	

	4) How are you doing compared to this data?  (R)

A. What is your performance in your key financial measures identified in the question above?

B. What is your performance in your key non-financial measures identified in the question above?
	4) Comparative information – The company can accurately describe its performance relative to key comparative data.  The company has collected a variety of objective data about competitors, its industry as well as information outside its industry.
	  Include in 7.3 Financial & Market Results

 and/or 7.5 Company Effectiveness Results 
                                 













	
	
	

	5) How do you use this information to improve your operations?  (A-D)

A. How is comparative information used to set goals for improvement?


	5) Using comparative information for improvement – The company has analyzed key comparative information from competitors or from benchmarking partners and develops action plans based on the results of the review.  This process is used to set goals for improvement.
	






	
	
	

	6) How do you analyze data to determine the causes of your company performance? (A-D)

A. How do you determine the cause of improved performance?

B. How do you determine the cause of declining performance?

C. What types of analytical methods are used?

D. How is this analysis used to guide decision-making throughout the company?
	6) Analysis – The company goes beyond merely gathering data and is able to aggregate, segment and analyze data to determine the cause of its current performance, how to improvement it, or why their performance is declining or improving.  For example, a company can reliably connect an increase in sales to a specific change in marketing or sales practice.  Analysis methods could include examining trends, projections, comparisons, cause-effect relationships, and correlations.
	







	5.2 Information Management Questions:  Describe how your company ensures the quality and availability of needed data and information for employees, suppliers/partners and customers.
	5.2 Information Management Criteria
	5.2 Information Management 

Rating  _____

	
	
	

	1) How do you ensure that information is available and distributed appropriately to those who need it?  (A-D)

A. How are electronic means used within your company to improve information management?

B. How do you know employees use the data?

C. How is company-wide information that is needed by all or part of the company distributed?


	1). Availability of performance information – The company deploys information throughout the organization at a level of detail that is useful to employees and managers.  The information is presented in a clear easy to understand format.  Data and information are especially important in business networks, alliance and supply chains.  The expanding use of electronic information for the Internet, in business-to-business and business-to-consumer communications, can challenge the company’s ability to provide this in a user-friendly format.
	






	
	
	

	2) How do you ensure the information is accurate, reliable, timely, secure, etc.  (A-D)

A. How do you determine if the information you are using is correct?

B. How does your system ensure your information is up-to-date?

C. Who or by what means are recipients selected or approved? 


	2). Properties of data and information – The company has a means to ensure that their data and information is timely, reliability, secure, accurate, with proper safeguards to protect confidentiality and maintain its integrity.  These means may vary based on the user of the data or information, its sensitivity, and the level of sophistication and complexity of the company.  This includes the use on electronic and non-electronic information systems as appropriate.  
	






	
	
	

	3) How do you manage your knowledge assets to provide increasing value to your customers and other stakeholders? (A-D)

A. What are your knowledge assets?
B. How are they used and shared?
C. How are they protected?

	3). Knowledge asset management – The respondent provides a description of the means by which shared knowledge from throughout the entire organization is managed.  These means include the methods to collect, aggregate, distribute, and protect how the company does business.  Knowledge assets include employee knowledge and insights, company processes and procedures, locally developed software applications, patents, customer databases, etc.  
	







	
	
	

	6.  LEADERSHIP:  These questions probe the directions and values of the business and the most critical capabilities of its leaders.  The purpose of the questions is to determine the clarity and fit of the company’s goals and the steps the leadership takes to achieve those goals.


	6.1 Company Leadership Questions: Define how leaders guide the company in setting direction and develop effective leadership throughout the organization.
	6.1 Company Leadership Criteria
	6.1  Company Leadership Rating  _____


	1)
Why does your company exist?  (A-D)

A. How do you set directions?

B. How do you seek future opportunities

C. What defines success?


	1) Leadership System – The leader describes a thoughtful, deliberate approach in structuring the company and setting goals and directions.  The leader demonstrates a commitment to providing future opportunities for the company and its stakeholders.  There is also a clear rationale for involving others in leadership activities
	






	
	
	

	2)
What is your vision for this company?  (A-D)

A. When your company is fully developed or mature, describe it.


	2) Clarity of Purpose – The leader is able to clearly explain the goals, values and directions of the company.  The leader can specifically describe this in terms of position in the marketplace relative to its product/service and customers.  There is a strong focus on creating future opportunities for the company and its stakeholders.  The goals expressed are quantifiable and executable.
	






	
	
	

	3)
What values do you promote?  (A-D)

A.  What are the attitudes that will guide

    - Personal actions of all employees?

   - Group actions?

   - Company actions? 


	3) Values – The leader describes a set of values that he or she believes are important to the organization and its stakeholders.  Some examples might include responsiveness, integrity and focus on the customer. 
	






	4)
How do you communicate your vision and values to others?  (A-D)

     A.  How do you reinforce their importance?

     B.  How do you lead?


	4) Communication of goals – The leader describes the methods by which goals, values and expectations are communicated to key stakeholders.  Methods may vary for each major stakeholder group, however the message is consistent.  The leader describes how the commitment to goals is reinforced through personal actions such as spending time with customers, describing company objectives to the employees or personally responding to employee concerns.
	







	5)
What information do you collect and review to assess your company’s success?  (A-D)

     A.  How do you analyze and prioritize this information?

     B.  How do you use this information?
	5)   Organizational performance  – The leader describes 

specific measures used to determine how well the business is doing, how the measures are analyzed, and how the analysis is used to set direct company actions.  Means of collection might include personal visits, calls or attendance at focus groups, seminars or other gatherings in addition to electronic and written reports.  The leader gathers information of both strategic and tactical importance.
	







	6)
What are the current performance levels in each of these?  (R)

     A.  What are the trends?

     B.  How do you compare to competition or industry leaders?
	6)  Achievement of performance – The company demonstrates high performance levels in the specific areas crucial to the company’s goals.  The parameters selected for measurement are clearly tied to business objectives that were identified above.


	Include in 7.5 Company Effectiveness Results


	
	
	

	7)
What methods do you use to measure your

effectiveness in leading this company? (A-D)

A. How is the leadership performing?

B. How well are you performing?

C. How do you determine this?
	7)   Review of the leadership’s performance – The

leader describes a method for measuring his or her own performance and the extent to which the leader’s actions contribute to the organization’s success.  Examples include performance review by the staff, measurement against specific performance goals or participation in professional or industry-sponsored training or evaluation.
	






	
	
	

	8)    How is the company governed?  (A-D)

A.  How are the most senior leaders held accountable for their actions?

B. How are the interests of stakeholders in the company protected?

C.  Are there any independent reviews of company performance conducted, for example financial audits?
	8)   Company governance – The respondent describes a system for governing the company and providing a system of “checks and balances” to protect the interest of  all stakeholders.  Examples of such governance systems could be limitations on spending without review, independent financial audits, specified procedures for decision-making, reports to all stakeholders, formal statements of the rights of all stakeholders
	






	
	
	

	6.2 Public Responsibility and Citizenship

Questions:  Define how your company addresses its public responsibilities, ensures ethical behavior, and practices good citizenship.
	6.2
Public Responsibility and Citizenship

Criteria:
	6.2
 Public Responsibility and 

        Citizenship Rating  _____

	
	
	

	1) How do you identify and manage the key

regulatory and legal requirements affecting your company?  (A-D)

     A.  How do these requirements relate to your business operations such as facilities, products, services, etc.?
	1) Identification of regulatory and legal

requirements – The company has a process for identifying the changing regulatory and legal requirements.  Requirements are identified early so they may be included in the design of products, services, and work systems.
	






	
	
	

	2) How does your company ensure that it conducts its business in an ethical manner?   (A-D)

A. What ethical behaviors are required?

B. How are these behaviors integrated into how the company does business?

C. What are the measures used to monitor the company’s ethical behavior?
	2) Ethical behavior – The respondents describes what the expected ethical behaviors are and how these requirements are incorporated into all organizational processes.  Additionally, measures or indicators of ethical performance are identified, collected, and reviewed and if necessary acted upon.  These measures may be a mix of both reactive and proactive measures. 
	






	
	
	

	3)   How does your company support your

communities?  (A-D)

     A.  How do you support employee and/or company involvement in the community?

     B.  What is your involvement in trade

associations or industry groups?


	3)  Company involvement in the community – The leader describes specific actions that encourage employees and/or the company as an organization to contribute to the community.  Note:  Community is defined broadly here.  Examples include support of local philanthropic activities, education or environmental issues or support of and contribution to professional development and improvement of the industry.
	






	
	
	

	4)   What are the current performance levels in regulatory and legal requirements, ethical behavior, and community support?  (R) 

     A.  What are the levels?

     B.  How do you compare to competition or industry leaders?
	4)    Achievement of performance – The company demonstrates performance levels in the specific areas identified by the company and established legal requirements.  The parameters selected for measure are clearly tied to business objectives.
	Include in 7.6 Governance and Social
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Category 7 Business Results

This Category examines the company’s performance and improvement in key business areas – customer satisfaction, product and service performance, financial and marketplace performance, human resource results, and operational performance.  Also examined are performance levels relative to those of competitors.  Questions concerning this Category were asked during the interview as referenced in the note next to the Item title.  For example, Found in 1.2(7) refers to the seventh question asked in Item 1.2.  

7.1  Customer Focused Results


Found in 1.2(7)





Customer Focused Results Rating _________

This Item shows key customer-focused results.  The results are segmented by customer groups and market segments, as appropriate.  Include appropriate comparative data.  

7.2  Product and Service Results


Found in 1.2(8)  

Product and Service Results Rating _________

This Item shows the key results of the company’s products and associated services.  Include appropriate comparative data.

7.3  Financial and Market Results

Found in 1.1(2), 5.1(4)




Financial and Market Results Rating _________

This Item summarizes key financial and marketplace performance results by market segments, as appropriate.  Include appropriate comparative data.



















7.4  Human Resources Results


Found in 4.1(5), 4.2(5) and 4.3(4)
 

Human Resources Results Rating _________
This Item summarizes the key human resource results, including employee well-being, satisfaction, development, and work system performance.  Results are segmented to address the diversity of the workforce and different types and categories of employees, as appropriate.  Include appropriate comparative data.

7.5  Company Effectiveness Results

Found in 3.1(4), 3.2(3), 5.1(4), and 6.1(6) Company Effectiveness Results Evolution Rating _________

This Item summarizes the key performance results that contribute to the achievement of company effectiveness.  Include appropriate comparative data.



7.6  Governance and Social Responsibility Results

Found in  6.2(4)

Governance and Social Responsibility Results Rating  ________

This Item summarizes the key results of the company’s ability to operate in an ethical manner, with fiscal accountability, complying with all necessary legal and regulatory requirements and to be a good community citizen.
















      (  The Curators of the University of Missouri –May 2006
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