


The contest lasts for moments,
though the training has taken years. 

It wasn’t the winning alone that was worth 
the work and the tears.

The applause will be forgotten, the prize
will be misplaced, but the long hard hours

of practice will never be a waste. 

In trying to win you build a skill,
you learn that winning depends on will. 

You never grow by how much you win,
you only grow by how much you put in.

 
So any new challenge You have just begun, 

put forth your best and you have already won.

by - W.A.Clennan 



The competitiveness of our local companies against world-class standards is one of 
the most crucial necessities for accomplishing our mission and achieving our strategic 
objectives. 

Since its inception, the Dubai Quality Award has been providing a valuable framework 
for companies to measure their business performance and to achieve higher growth 
through leadership, innovation and continual improvement. Companies that use the 
excellence model for improving their performance will be better equipped to address 
the requirements of modern organisations. The growth and prosperity of such leading 
organisations will undoubtedly contribute to our local economy. 

I call upon all organisations in UAE to participate in Dubai Quality Award and to use this 
model as a framework for their journey towards excellence.

A message from 
H.H. Sheikh Mohammad Bin Rashid Al Maktoum 

Vice-President, Prime Minister of the UAE and Ruler of Dubai 
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Dubai Quality Award (DQA) is not a process for generating winners and losers, it is 
a process for recognising role model organisations.  It is also a process for providing 
organisations with a ‘roadmap’ to achieve excellence through the adoption of good 
practices and soundly-based approaches that are deployed systematically and  are  
continuously  measured  and  reviewed.

Dubai Quality Award is not yet another initiative an organisation can embrace; 
it is a framework that ensures that all different initiatives are pulling in the desired 
direction. The methodology and main criteria of the award are encapsulated in a 
model outlined in this document. This model provides organisations with a tool to 
benchmark performance and document existing gaps.

The Dubai Quality Award, initiated in 1994, is based on the Excellence Model used 
by the European Foundation for Quality Management (EFQM). The latter has been 
successfully applied in European private and public sector organisations since 1992.

This model provides a holistic framework for organisational excellence. All nine 
criteria work as one complete system, such that any deficiency in one area will affect 
the score in other areas.  The model does not deny that the system has parts, but it 
focuses on the whole, where the whole is larger than the sum of its parts. The model 
was designed to be non-prescriptive, to acknowledge the fact that there may be more 
than one approach for achieving excellence. To help you implement our Model, we 
provide training, assessment tools and recognition.

Applicants of the Dubai Quality Award must demonstrate sustained continual 
improvement.  They should focus on the improvement process and not only on 
winning the award trophy. That is because the journey for excellence and the 
improvement activities will be much more valuable for organisations than winning 
a trophy.

From the Award Secretariat’s perspective, recipients of the award represent role 
model organisations in the sectors they operate in. Therefore, in order to maintain 
the credibility and high standing of the award, it is important for organisations to 
demonstrate sustained improvement activities with results reflecting favourable 
trends over 3-5  consecutive years.

Receiving the Dubai Quality Award should not be mistaken for reaching the highest 
possible state of excellence an organisation can ever achieve. Thus, the maximum 
validity of the award is 3 years from the date of receiving the last feedback report.  
All past applicants of the DQA are encouraged to reapply. The application rules are 
summarised in table (1) of the forthcoming section.

Therefore, Award recipients may not continue to use the award logos on their 
stationery, publicity campaigns and marketing material 3 years after winning. The 

reason for that is because sustaining the lead is much harder to achieve than reaching 
the award milestone.

Nonetheless, while organisations are encouraged to reapply for the award every 3 years, 
subsequent submissions must concentrate on recent approaches and improvement 
activities during the past 3 years, rather than reproducing an augmented version of 
the old submission.

There are three different categories of the Dubai Quality Award. They are listed 
below as follows:

1.   The Dubai Quality Gold Award (DQGA) 

  This award is reserved for past winners of the Dubai Quality Award (DQA), 
after demonstrating further tangible sustained improvement over their last 
performance. Winners may reapply, subject to meeting the DQA requirements. 
See table (1) and rules below.

2. The Dubai Quality Award (DQA) 

  This award is presented to organisations from different sectors of the economy, 
such as manufacturing, service, tourism, construction, finance, professional, 
healthcare, higher education and trade. Winners may apply for the Gold category 
three years after winning the DQA.

3.  The Dubai Quality Appreciation Award (DQAA)

  A trophy of appreciation is presented to winners in this category in appreciation 
of their effort and in acknowledging their work on their journey for excellence. 
The appreciation programme is open to organisations from all sectors of the 
economy and many organisations use it as a stepping stone before applying for 
the DQA Category.

General Rules

•	 	The	number	of	submissions	accepted	annually	for	the	DQA	is	limited	by	the	number	
of assessors available annually to conduct the assessments. Therefore, companies 
intending to apply for the DQA must declare their intention to participate to the 
Award Secretariat as early as possible, allowing a minimum of 6-9 months notice, 
but preferably more than one year. This will help the Award Office to organise 
training workshops for applicants on how to conduct self assessment and how to 
prepare the submission document, thus utilising the application process to their 
maximum advantage.

•	 	The	Award	Office	reserves	the	right	to	decline	any	application	that	does	not	reflect	
a genuine journey for excellence or if this journey was not genuinely supported by 
the highest authority and the senior management of the organisation.  

•	 	Winners	of	the	DQA	are	obliged	to	participate	and	share	their	Best	Practices	with	
others, after the Award Ceremony, along with any related marketing campaigns.
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•	 	Large	organisations	must	apply	for	the	DQA	category,	while	small	organisations		
must first apply for the DQAP.

Rules for DQGA Applicants

•	  Applicants in this category must be from past DQA or GOLD Category winners 
(with a minimum of 3 years since their last win). See table (1).

•	 	While	GOLD	category	winners	may	reapply	for	a	2nd	GOLD,	3rd	GOLD,	etc…,	3-4	
years after their last win*, the Award Office reserves the right to extend this period 
or decline late or unexpected submissions. 

•	 	Applicants	in	this	category	must	focus	on	sustained	improvement	activities	since	
the last win, and should not aim at reproducing an augmented version of the old 
submission document. Strong evidence of innovative, improved and/or newly 
introduced approaches is required.

•	 	The	 results	must	cover	all	 relevant	areas	 stretching	over	at	 least	5	years	plus	 in	
most cases, showing comparisons with national and international benchmarks 
and best in class as applicable.

Rules for DQA Applicants

•  Companies may either apply for this category directly or as past DQAP winners.

•	 	Applicants	 in	 this	 category	must	 focus	 on	 showing	 results	 that	 are	 caused	 by	
approaches and favourable trends that extend for at least 3 years plus, with 
benchmarks against national competitors and/or industry standards as applicable.

•	 Non-winners	in	this	category	may	reapply	in	2	years	time*.

Rules for DQAA Applicants

•  Companies may directly apply for this category (provided that they have not been 
past winners of this category before);

•	 	Applicants	 in	 this	 category	 usually	 demonstrate	 stronger	 performance	 in	 the	
enablers parts than in the results. Nonetheless, their focus must be on showing 
results that are caused by approaches and favourable trends that extend at least 2 
years plus.

•	 		Non-winners	in	this	category	may	reapply	after	2	years*.

Important:

•  The real benefit from applying for the Dubai Quality Award is gained from engaging members of staff in your 
organisation in a true journey of change and continual improvement. Therefore, it is important to note that the 
real prize of the DQA is the journey of change and not the trophy.

•	 	In	 real	 terms,	 the	Dubai	Quality	Award	has	no	winners	and	no	 losers.	Reference	 to	 the	word	‘winners’	 in	 this	
document is used to distinguish role model organisations as recipients of the DQA Award.

•	 	Winners	of	the	DQA	will	be	required	to	share	one	of	their	best	practices	with	the	wider	business	community.	This	
is usually done in the ‘Share Best Practices’ booklet published by the Award office. The best practice presented 
should have sufficient learning content and must first meet the approval of the DQA Secretariat.

Eligibility Criteria

•	 Scope:	Organisation	(private	or	government	sector)	located	in	the	UAE.

•	 Have	a	current	trade	license	in	the	UAE.

•	 Have	a	minimum	of	3	years	continuous	operating	history	in	the	UAE.

•	 Have	at	least	half	of	the	applicant’s	employees	or	asset	base	must	be	located	and	examinable	in	the	UAE.

•	 	If	a	subsidiary	or	business	unit	of	a	larger	entity,	be	considered	as	a	“stand	alone”	business	with	clear	boundaries	
and financial autonomy, managing their own accounts.

Award
Category

Award
Validity

Basic Entry
Requirement Focus

Next 
Category To 

Apply For

Winners 
May Reapply 

After

Non-Winners 
May Reapply 

After

GOLD
3 years

only
GOLD or

DQA
Winner

As per DQA plus showing sustained 
improvement since last submission & 

international benchmarks, with results 
stretching for at least 5 years plus.

2nd GOLD,
3rd, 4th, etc. 3 years 2 years

DQA 3 years
only

none
As per DQAA plus showing sustained 
improvement since last submission 
& national benchmarks, with results 

showing favourable trends for 3 years 
and above.

1st GOLD 3 years 2 years

DQAA
3 years

only none

Good practices and approaches that are
systematically deployed, e.g. ISO 9000, 

360° evaluation, Balanced Scorecard, QFD, 
Kaizen, etc. With some results stretching 

for at least more than two years.

DQA 2 years 2 years

Notes:  During the award validity, winners may use the award logo on their marketing and advertising campaigns. After this period, winners 
should cease to use the logo unless they reapply for the next category of the award.

*   All dates noted in this table are considered from the date of receiving the feedback report.

Table (1): Summary of Rules
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Regardless of sector, size, structure or maturity, organisations need to establish an 
appropriate management framework to be successful. The EFQM Excellence Model is 
a	practical,	non-prescriptive	framework	that	enables	organisations	to:

•   Assess where they are on the path to excellence; helping them to understand their 
key strengths and potential gaps in relation to their stated Vision and Mission.

•	 	Provide	a	common	vocabulary	and	way	of	thinking	about	the	organisation	that	
facilitates the effective communication of ideas, both within and outside the 
organisation.

•	 	Integrate	existing	and	planned	 initiatives,	 removing	duplication	and	 identifying	
gaps.

•				Provide	a	basic	structure	for	the	organisation’s	management	system.

Whilst there are numerous management tools and techniques commonly used, the 
EFQM Excellence Model provides an holistic view of the organisation and it can be 
used to determine how these different methods fit together and complement each 
other. The Model can therefore be used in conjunction with any number of these tools, 
based on the needs and function of the organisation, as an overarching framework for 
developing sustainable excellence.

Excellent Organizations achieve and sustain outstanding levels of performance that 
meet or exceed the expectations of all their stakeholders.

All organisations strive to be successful, some fail, some achieve periods of success but 
ultimately fade from view, and a few achieve sustainable success, gaining deserved 
respect and admiration.

The EFQM Foundation was formed to recognise and promote sustainable success and 
to provide guidance to those seeking to achieve it.

Introduction
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This is realised through a set of three integrated components which comprise the 
EFQM	Excellence	Model:

•  The Fundamental Concepts of Excellence: The underlying principles which are 
the essential foundation of achieving sustainable excellence for any organisation.

•  The EFQM Excellence Model: A framework to help organisations convert the 
Fundamental Concepts and RADAR logic into practice.

•  RADAR logic: A dynamic assessment framework and powerful management 
tool that provides the backbone to support an organisation as it addresses the 
challenges it must overcome if it is to realise its aspiration to achieve sustainable 
excellence.

Using these three integrated components has helped organisations of all sizes and 
from all sectors to compare themselves with the attributes, qualities and achievements 
of sustainable organisations. They can use them to develop a culture of excellence, 
bring consistency to their management style, access good practices, drive innovation 
and improve their results.

Used appropriately, the EFQM Excellence Model, with the associated RADAR logic 
and Fundamental Concepts, ensures that all the management practices used by an 
organisation form a coherent system that is continually improved and delivers the 
intended strategy for the organisation.

The 2013 version of the EFQM Model, RADAR logic and Fundamental Concepts builds 
on years of experience and takes into account the current and future challenges of an 
organisation.

The Fundamental Concepts of Excellence outline the essential foundation for 
achieving sustainable excellence for any organisation. They can be used as the basis 
to describe the attributes of an excellent organisational culture. They also serve as a 
common language for senior management.

The EFQM Excellence Model allows Managers/Leaders to understand the cause and 
effect relationships between what their organisation does and the results it achieves. 
With the support of RADAR logic it is possible to make a robust assessment of the 
degree of excellence of any organisation.

The RADAR logic provides a structured approach to question the performance of an 
organisation. It also supports the scoring mechanism behind the EFQM Excellence 
Award and other recognition or assessment schemes and can help to lead change 
and manage improvement projects in an organisation.
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Fundamental Concepts 
of Excellence 

Excellent organisations consistently add value for customers by understanding, 
anticipating and fulfilling needs, expectations and opportunities.

In	practice,	we	find	that	excellent	organisations:

•  Know who their different customer groups are, both existing and potential, and 
anticipate their different needs and expectations.

•	 	Transform,	 needs,	 expectations	 and	 potential	 requirements	 into	 attractive	 and	
sustainable value propositions for both existing and potential customers.

•	 	Build	 and	 maintain	 a	 dialogue	 with	 customers,	 based	 on	 openness	 and	
transparency.

•	 	Strive	 to	 innovate	 and	 create	 value	 for	 their	 customers,	 involving	 them,	where	
appropriate, in the development of new and innovative products, services and 
experiences. 

•	 	Ensure	people	have	the	necessary	resources,	competencies	and	empowerment	to	
maximise the customer experience.

•	 	Continually	monitor	and	review	the	experiences	and	perceptions	of	their	customers	
and respond appropriately to any feedback.

•	 	Compare	 their	 performance	 with	 relevant	 benchmarks	 and	 learn	 from	 their	
strengths and opportunities for improvement in order to maximise the value 
generated for customers.

Excellent organisations have a positive impact on the world around them by enhancing 
their performance whilst simultaneously advancing the economic, environmental 
and social conditions within the communities they touch.

In	practice,	we	find	that	excellent	organisations:

•  Secure their future by defining and communicating a core purpose that provides 
the basis for their overall Vision, Mission, values, ethics and corporate behaviour.

•	 	Understand	their	key	competencies	and	how	they	can	generate	shared	value	to	
benefit wider society.

•	 	Integrate	the	concepts	of	sustainability	within	their	core	strategy,	value	chain	and	
process design and allocate the resources required to deliver these goals.

•	 	Consider	“People,	Planet	and	Profit”	as	a	reference	when	balancing	the	sometimes	
conflicting imperatives that they face.

•	 	Encourage	their	stakeholders	to	participate	in	activities	that	contribute	to	wider	
society.

•	 	Allocate	 resources	 to	 provide	 for	 long-range	 needs	 rather	 than	 just	 short-term	
gain and, where relevant, become and remain competitive.

•	 	Design	their	product	and	service	portfolio	and	actively	manage	the	full	product	
Iife-cycle in a responsible way.

•	 	Are	 able	 to	 demonstrate	 that	 they	 measure	 and	 optimise	 the	 impact	 of	 their	
operations, product lifecycle and services on public health, safety and the 
environment.

•	 	Actively advance the economic, environmental and social standards within their sector.

Excellent organisations enhance their capabilities by effectively managing change 
within and beyond the organisational boundaries.

In	practice,	we	find	that	excellent	organisations:

•  Analyse operation performance trends to understand their current and potential 
capabilities and capacities and identify where development is needed to achieve 
the strategic goals.

•	 	Develop	 an	 effective	 and	 efficient	 value	 chain	 to	 ensure	 they	 can	 consistently	
deliver on their promised value proposition.

•	 	Develop	 a	 culture	 that	 continually	 seeks	 to	 improve	 the	 effectiveness	 of	
collaboration and teamwork throughout their value chain.

•	 	Ensure	that	financial,	physical	and	technological	resources	are	available	to	support	
organisational development.

•	 	Establish	shared	values,	accountability,	ethics	and	a	culture	of	trust	and	openness	
throughout the value chain.

•	 	Work	 together	with	partners	 to	achieve	mutual	benefit	and	enhanced	value	 for	
their respective stakeholders, supporting one another with expertise, resources 
and knowledge.

•	 	Establish	appropriate	networks	to	enable	them	to	 identify	potential	partnership	
opportunities to enhance their capabilities and ability to generate additional 
stakeholder value.
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Excellent organisations generate increased value and levels of performance through 
continual improvement and systematic innovation by harnessing the creativity of 
their stakeholders.

In	practice,	we	find	that	excellent	organisations:

•   Establish approaches to engage relevant stakeholders and use their collective 
knowledge in generating ideas and innovation.

•	 	Establish	and	manage	learning	and	collaboration	networks	to	identify	opportunities	
for creativity, innovation and improvement.

•	 	Recognise	 that	 innovation	 can	 apply	 to	 products,	 processes,	 marketing,	
organisational structures and business models.

•	 	Set	clear	goals	and	objectives	for	 innovation,	based	on	an	understanding	of	the	
market and opportunities, supported by appropriate policies and resources.

•	 Use	a	structured	approach	for	generating	and	prioritising	creative	ideas.

•	 	Test	 and	 refine	 the	most	 promising	 ideas,	 allocating	 resources	 to	 realise	 them	
within appropriate timescales.

•	 	Transform	ideas	into	reality	within	time	scales	that	maximise	the	advantages	that	
can be gained.

Excellent organisations have leaders who shape the future and make it happen, acting 
as role models for its values and ethics.

In	practice,	we	find	that	excellent	organisations	have	leaders	who:

•  Inspire people and create a culture of involvement, ownership, empowerment, 
improvement and accountability through their actions, behaviours and experience.

•	 	Champion	 the	 organisation’s	 values	 and	 are	 role	 models	 for	 integrity,	 social	
responsibility and ethical behaviour, both internally and externally, to develop and 
enhance the organisation’s reputation.

•	 	Set	and	communicate	a	clear	direction	and	strategic	focus;	they	unite	their	people	
to share and achieve the organisation’s Mission, Vision and goals.

•	 	Are	flexible;	they	demonstrate	their	ability	to	make	sound,	timely	decisions,	based	
on available information, previous experience and knowledge, with consideration 
of their potential impact.

•	 	Recognise	sustainable	advantage	is	dependent	on	their	ability	to	learn	quickly	and	
rapidly respond when necessary.

•	 	Promote	a	culture	which	supports	the	generation	of	new	ideas	and	new	ways	of	
thinking to encourage innovation and organisational development.

•	 	Are	transparent	and	accountable	to	their	stakeholders	and	society	at	large	for	their	
performance and ensure their people act ethically, responsibly and with integrity.

Excellent organisations are widely recognised for their ability to identify and respond 
effectively and efficiently to opportunities and threats.

In	practice,	we	find	that	excellent	organisations:

•  Use mechanisms to identify changes in their external environment and translate 
these into potential future scenarios for the organisation.

•	 	Translate	 their	 strategies	 into	 aligned	 processes,	 projects	 and	 organisational	
structures, ensuring changes can be implemented with appropriate speed 
throughout the value chain.

•	 	Develop	a	meaningful	mix	of	process	performance	indicators	and	related	outcome	
measures, enabling the review of the efficiency and effectiveness of the key 
processes and their contributions towards the strategic goals.

•	 	Use	data	on	the	current	performance	and	capabilities	of	their	processes,	as	well	as	
appropriate benchmarks, to drive creativity, innovation and improvement.

•	 	Effectively	manage	change	through	structured	project	management	and	focused	
process improvement.

•	 	Rapidly	 adapt	 their	 organisational	 structure	 to	 support	 the	 achievement	of	 the	
strategic goals.

•	 	Evaluate	and	develop	the	technology	portfolio	to	improve	the	agility	of	processes,	
projects and the organisation.

Excellent organisations value their people and create a culture of empowerment for 
the achievement of both organisational and personal goals.

In	practice,	we	find	that	excellent	organisations:

•  Define the skills, competencies and people performance levels required to achieve 
the Mission, Vision and strategic goals.

•	 	Effectively	plan	to	attract,	develop	and	retain	the	talents	required	to	meet	these	
needs.

•	 	Align	 personal	 and	 team	 objectives,	 and	 empower	 people	 to	 realise	 their	 full	
potential in a spirit of true partnership.

•	 	Ensure	a	healthy	work	/	life	balance	in	the	reality	of	24/7	connectivity,	increasing	
globalisation and new ways of working.

•	 	Respect	 and	 embrace	 the	 diversity	 of	 their	 people	 and	 the	 communities	 and	
markets the organisation serves.

•	 	Develop	 people’s	 skills	 and	 competencies	 to	 ensure	 their	 future	 mobility	 and	
employability.
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•	 	Encourage	 their	 people	 to	 be	 ambassadors	 of	 the	 organisations’	 image	 and	
reputation.

•	 	Motivate	 people	 to	 become	 involved	 in	 improvement	 and	 innovation	 and	
recognise their efforts and achievements.

•	 	Understand	 the	 communication	 needs	 of	 their	 people	 and	 use	 appropriate	
strategies and tools to maintain a dialogue.

 

Excellent organisations achieve sustained outstanding results that meet both 
the short and long term needs of all their stakeholders, within the context of their 
operating environment.

In	practice,	we	find	that	excellent	organisations:

•	 	Gather	 stakeholders’	needs	and	expectations	 for	 input	 to	 the	development	and	
review of their strategy and supporting policies, remaining alert to any changes.

•	 	Identify	 and	 understand	 the	 key	 results	 required	 to	 achieve	 their	 Mission	 and	
evaluate progress towards the Vision and strategic goals.

•	 	Define	and	use	a	balanced	set	of	results	to	review	progress,	provide	a	view	of	long	
and short-term priorities and manage the expectations of the key stakeholders.

•	 	Deploy	 strategy	and	 supporting	policies	 in	 a	 systematic	manner	 to	 achieve	 the	
desired	set	of	results,	with	clearly	defined	“cause	and	effect”	relationships.

•	 	Establish	 targets	 based	 on	 comparisons	 of	 their	 performance	 with	 other	
organisations, their current and potential organisational capability and their 
strategic goals.

•	 	Evaluate	the	set	of	results	achieved	to	 improve	future	performance	and	provide	
sustainable benefits to all their stake holders.

•	 	Deliver	high	levels	of	stakeholder	confidence	by	adopting	effective	mechanisms	
to understand future scenarios and effectively manage strategic, operational and 
financial risks.

•	 	Ensure transparency of financial and non-financial reporting to relevant stakeholders, 
including appropriate governance bodies, in line with their expectations.

•	 	Ensure	that	their	leaders	are	provided	with	accurate	and	sufficient	information	to	
support them in timely decision making.

The EFQM Excellence Model represented in the diagram above is a non-prescriptive 
framework based on nine criteria. Five of these are ‘Enablers’ and four are ‘Results’. The 
‘Enabler’ criteria covers what an organisation does and how it does it. The ‘Results’ 
criteria covers what an organisation achieves. ‘Results’ are caused by ‘Enablers’ and 
‘Enablers’ are improved using feedback from ‘Results.’

The arrows emphasise the dynamic nature of Model, showing learning, creativity and 
innovation helping to improve the Enablers that in turn lead to improved Results.

Each of the nine criteria has a definition, which explains the high level meaning of 
that criterion. 

To develop the high level meaning further, each criterion is supported by a number 
of criterion parts. Criterion parts are statements that describe in further examples of 
what, typically, can be seen in excellent organizations and should be considered in 
the course of an assessment.

Finally, below each criterion part are guidance points. Many of these guidance 
points are directly linked to the Fundamental Concepts mentioned earlier. Use of 
these guidance points is not mandatory. They are intended to give examples to aid 
interpretation of the criterion part.

The Criteria
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CRITERION DEFINITION

Excellent organisations have leaders who shape the future and make it happen, acting 
as role models for its values and ethics and inspiring trust at all times. They are flexible, 
enabling the organisation to anticipate and react in a timely manner to ensure the on-
going success of the organisation.

1a. Leaders develop the mission, vision, values and ethics and act as role models.

1b.  Leaders define, monitor, review and drive the improvement of the organisation’s 
management system and performance.

1c. Leaders engage with external stakeholders.

1d. Leaders reinforce a culture of excellence with the organisation’s people.

1e. Leaders ensure that the organisation is flexible and manages change effectively.

For example, leaders in excellent organisations:

•  Secure their future by defining and communicating a core purpose that provides 
the basis for their overall Vision, Mission, values, ethics and corporate behaviour.

•  Champion the organisation’s values and are role models for integrity, social 
responsibility and ethical behaviour, both internally and externally, to develop 
and enhance the organisation’s reputation.

•  Set and communicate a clear direction and strategic focus; they unite their people 
to share and achieve the organisation’s Mission, Vision and goals.

•  Develop and support a shared leadership culture for the organisation and review 
and improve the effectiveness of personal leadership behaviours.

For example, leaders in excellent organisations:

•  Define and use a balanced set of results to review progress, provide a view of long 
and short term priorities and manage the expectations of the key stakeholders.

• Understand and develop the underlying capabilities of the organisation.

•  Evaluate the set of results achieved to improve future performance and provide 
sustainable benefits to all their stakeholders.

•  Base decisions on factually reliable information and use all available knowledge to 
interpret current and predicted performance of the relevant processes.

•  Deliver high levels of stakeholder confidence by adopting effective mechanisms 
to understand future scenarios and effectively manage strategic, operational and 
financial risks.

For example, leaders in excellent organisations:

•  Use approaches to understand, anticipate and respond to the different needs and 
expectations of their key stakeholders. 

•  Establish shared values, accountability, ethics and a culture of trust and openness 

1. Leadership throughout the value chain.

•  Are transparent and accountable to their stakeholders and society at large for their 
performance and ensure their people act ethically, responsibly and with integrity. 

•  Ensure transparency of financial & non-financial reporting to relevant stakeholders, 
including appropriate governance bodies, in line with their expectations.  

•  Encourage their stakeholders to participate in activities that contribute to wider 
society.

For example, leaders in excellent organisations:

•  Inspire people and create a culture of involvement, ownership, empowerment, 
improvement and accountability through their actions, behaviours and experience.

•  Recognise sustainable advantage is dependent on the ability of leaders to learn 
quickly and rapidly respond when necessary. 

•  Support people throughout the organisation to achieve their plans, objectives 
and targets. 

• Recognise their efforts and achievements in a timely and appropriate manner.

•  Promote a culture which supports the generation of new ideas and new ways of 
thinking to encourage innovation and organisational development. 

• Promote and encourage equal opportunities and diversity.

For example, leaders in excellent organisations:

•  Are flexible; they demonstrate their ability to make sound, timely decisions, based 
on available information, previous experience and knowledge, with consideration 
of their potential impact.

•	 	Consider	“People,	Planet	and	Profit”	as	a	reference	when	balancing	the	sometimes	
conflicting imperatives that they face.

•  Involve and seek support and contributions from all relevant stakeholders for 
changes necessary to ensure the sustainable success of the organisation.

•  Effectively manage change through structured project management and focused 
process improvement.

• Use a structured approach for generating and prioritising creative ideas.

•  Test and refine the most promising ideas, allocating resources to realise them 
within appropriate timescales.
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CRITERION DEFINTION

Excellent organisations implement their Mission and Vision by developing a 
stakeholder focused strategy.  Policies, plans, objectives and processes are developed 
and deployed to deliver the strategy.

2a.  Strategy is based on understanding the needs and expectations of both 
stakeholders and the external environment.

2b. Strategy is based on understanding internal performance and capabilities.

2c. Strategy and supporting policies are developed, reviewed and updated.

2d. Strategy and supporting policies are communicated, implemented and monitored.

For example, excellent organisations:

•	 	Gather	stakeholders’	needs	and	expectations	 for	 input	 to	 the	development	and	
review of their strategy and supporting policies, remaining alert to any changes.

•	 	Identify,	 analyse	 and	 understand	 external	 indicators,	 such	 as	 global	 and	 local	
economic, market and societal trends, which may affect the organisation. 

•	 	Understand	 and	 anticipate	 the	 long	 and	 short-term	global	 and	 local	 impact	 of	
changes to relevant political, legal, regulatory and compliance requirements. 

•	 	Use	mechanisms	to	identify	changes	in	their	external	environment	and	translate	
these into potential future scenarios for the organisation. 

For example, excellent organisations:

•	 	Analyse	operational	performance	trends	to	understand	their	current	and	potential	
capabilities and capacities and identify where development is needed to achieve 
the strategic goals. 

•	 	Analyse	 data	 and	 information	 regarding	 existing	 and	 potential	 partners’	 core	
competencies and capabilities to understand how they complement the 
organisation’s capabilities. 

•	 	Determine	the	potential	impact	of	new	technologies	and	business	models	on	the	
performance of the organisation. 

•	 	Compare	their	performance	with	relevant	benchmarks	to	understand	their	relative	
strengths and areas for improvement. 

2. Strategy For example, excellent organisations:

•	 	Create	and	maintain	a	clear	strategy	and	supporting	policies	to	achieve	the	Mission	
and Vision of the organisation.

•	 	Integrate	the	concepts	of	sustainability	within	their	core	strategy,	value	chain	and	
process design and allocate the resources required to deliver these goals.

•	 	Identify	 and	 understand	 the	 key	 results	 required	 to	 achieve	 their	 Mission	 and	
evaluate progress towards the Vision and strategic goals. 

•	 	Adopt	 effective	 mechanisms	 to	 manage	 the	 strategic	 risks	 identified	 through	
scenario planning.

•	 	Understand	their	key	competencies	and	how	they	can	generate	shared	value	to	
benefit wider society.

For example, excellent organisations:

•	 	Translate	 their	 strategies	 into	 aligned	 processes,	 projects	 and	 organisational	
structures, ensuring changes can be implemented with appropriate speed 
throughout the value chain. 

•	 	Establish	 targets	 based	 on	 comparisons	 of	 their	 performance	 with	 other	
organisations, their current and potential organisational capability and their 
strategic goals. 

•	 	Ensure	that	financial,	physical	and	technological	resources	are	available	to	support	
organisational development.

•	 	Deploy	strategy	and	supporting	policies	 in	a	 systematic	manner	 to	achieve	 the	
desired	set	of	results,	with	clearly	defined	“cause	and	effect”	relationships.

•	 	Set	clear	goals	and	objectives	for	innovation,	based	on	an	understanding	of	the	
market and opportunities, supported by appropriate policies and resources.

•	 Communicate	strategy	and	supporting	policies	with	relevant	stakeholders.

2a.
Strategy is based on 

understanding the needs 
and expectations of both 

stakeholders and the 
external environment.

(25 points max)

2b.
Strategy is based on 
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2c. 
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CRITERION DEFINTION

Excellent organisations value their people and create a culture that allows the 
mutually beneficial achievement of organisational and personal goals.  They 
develop the capabilities of their people and promote fairness and equality.  They 
care for, communicate, reward and recognise, in a way that motivates people, builds 
commitment and enables them to use their skills and knowledge for the benefit of 
the organisation.

3a. People plans support the organisation’s strategy.

3b. People’s knowledge and capabilities are developed.

3c. People are aligned, involved and empowered.

3d. People communicate effectively throughout the organisation.

3e. People are rewarded, recognised and cared for.

For example, excellent organisations:

•	 	Have	 clearly	 defined	 the	 people	 performance	 levels	 required	 to	 achieve	 the	
strategic goals.

•	 	Align	 people	 plans	 with	 their	 strategy,	 the	 organisational	 structure,	 new	
technologies and key processes.

•	 	Rapidly	adapt	 their	organisational	 structure	 to	 support	 the	achievement	of	 the	
strategic goals.

•	 	Involve	 employees,	 and	 their	 representatives,	 in	 developing	 and	 reviewing	 the	
people strategy, policies and plans, adopting creative and innovative approaches 
when appropriate. 

•	 	Manage	 recruitment,	 career	 development,	 mobility	 and	 succession	 planning,	
supported by appropriate policies, to ensure fairness and equal opportunities. 

•	 	Use	people	 surveys	 and	other	 forms	of	 employee	 feedback	 to	 improve	people	
strategies, policies and plans.

For example, excellent organisations:

•	 	Define	the	skills,	competencies	and	people	performance	levels	required	to	achieve	
the Mission, Vision and strategic goals.

•	 	Effectively	plan	to	attract,	develop	and	retain	the	talents	required	to	meet	these	
needs.

•	 Appraise	and	help	people	improve	their	performance	and	engagement.

•	 	Develop	 people’s	 skills	 and	 competencies	 to	 ensure	 their	 future	 mobility	 and	
employability.

•	 	Ensure	their	people	have	the	necessary	competencies,	resources	and	opportunity	

3. People to be able to maximise their contribution.

For example, excellent organisations:

•	 	Align	 personal	 and	 team	 objectives,	 and	 empower	 people	 to	 realise	 their	 full	
potential in a spirit of true partnership.

•	 	Recognise	 that	 innovation	 can	 apply	 to	 products,	 processes,	 marketing,	
organisational structures and business models.

•	 	Create	 a	 culture	 of	 creativity	 and	 innovation	 across	 the	 organisation,	 ensuring	
people have an open mind-set and can respond quickly to challenges they face.

•	 	Encourage	 their	 people	 to	 be	 ambassadors	 of	 the	 organisations’	 image	 and	
reputation.

•	 	Inspire	participation	in	activities	that	contribute	to	wider	society.

For example, excellent organisations:

•	 	Understand	 the	 communication	 needs	 of	 their	 people	 and	 use	 appropriate	
strategies and tools to maintain a dialogue.  

•	 	Communicate	 a	 clear	 direction	 and	 strategic	 focus	 to	 ensure	 that	 people	
understand and can demonstrate their contribution to the organisation’s on-
going success. 

•	 	Enable	and	encourage	the	sharing	of	information,	knowledge	and	best	practices,	
achieving a dialogue throughout the organisation. 

•	 	Develop	 a	 culture	 that	 continually	 seeks	 to	 improve	 the	 effectiveness	 of	
collaboration and teamwork throughout their value chain.

For example, excellent organisations:

•	 	Align	remuneration,	benefits	and	terms	of	employment	with	transparent	strategies	
and policies.

•	 	Motivate	 people	 to	 become	 involved	 in	 improvement	 and	 innovation	 and	
recognise their efforts and achievements.  

•	 	Ensure	a	healthy	work	/	life	balance	in	the	reality	of	24/7	connectivity,	increasing	
globalisation and new ways of working. 

•	 	Promote	a	culture	of	mutual	support,	recognition	and	care	between	individuals	
and between teams. 

•	 	Respect	 and	 embrace	 the	 diversity	 of	 their	 people	 and	 the	 communities	 and	
markets the organisation serves.

3a.
 People plans support the 

organisation’s strategy.
(20 points max)

3b.
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CRITERION DEFINTION

Excellent organisations plan and manage external partnerships, suppliers and internal 
resources in order to support their strategy, policies and the effective operation of 
processes.  They ensure that they effectively manage their environmental and societal 
impact.

4a. Partners and suppliers are managed for sustainable benefit.

4b. Finances are managed to secure sustained success.

4c.  Buildings, equipment, materials and natural resources are managed in a sustainable 
way.

4d. Technology is managed to support the delivery of strategy.

4e.  Information and knowledge are managed to support effective decision making 
and to build the organisation’s capability.

For example, excellent organisations:

•	 	Segment	partners	and	suppliers,	in	line	with	the	organisation’s	strategy,	and	adopt	
appropriate policies and processes for effectively working together.

•	 	Build	a	sustainable	relationship	with	partners	and	suppliers	based	on	mutual	trust,	
respect and openness.

•	 	Ensure	partners	 and	 suppliers	 operate	 in	 line	with	 the	organisation’s	 strategies	
and values.

•	 	Establish	appropriate	networks	to	enable	them	to	identify	potential	partnership	
opportunities to enhance their capabilities and ability to generate additional 
stakeholder value.

•	 	Work	together	with	partners	to	achieve	mutual	benefit	and	enhanced	value	for	
their respective stakeholders, supporting one another with expertise, resources 
and knowledge.

For example, excellent organisations:

•		 	Use	financial	strategies,	policies	and	processes	to	support	the	overall	strategy	of	
the organisation and ensuring financial resilience. 

•		 	Design	the	financial	planning,	control,	reporting	and	review	processes	to	optimise	
the use of resources. 

•		 	Allocate	 resources	 to	 provide	 for	 long-range	 needs	 rather	 than	 just	 short-term	
gain and, where relevant, become and remain competitive.

•		 	Use	 financial	 governance	 processes,	 tailored	 to	 all	 appropriate	 levels	 in	 the	
organisation. 

•		 	Evaluate,	select	and	validate	investment	in,	and	divestment	of,	both	tangible	and	
non-tangible assets, respecting their long- term economic, societal and ecological 
effects.

For example, excellent organisations:

•		 	Use	 strategies,	 policies	 and	 processes	 for	managing	 buildings,	 equipment	 and	
materials in a financial and environmentally sustainable way. 

•		 	Optimise	the	use	and	effectively	manage	the	lifecycle	and	physical	security	of	their	
tangible assets, including buildings, equipment and materials. 

•		 	Measure	 and	 optimise	 the	 impact	 of	 their	 operations,	 product	 lifecycle	 and	
services on public health, safety and the environment.

•		 	Minimise	 their	 local	 and	 global	 environmental	 impact,	 including	 setting	
challenging goals for meeting and exceeding legal standards and requirements.

•		 	Actively	advance	the	economic,	environmental	and	social	standards	within	their	
sector.

For example, excellent organisations:

•	 Manage	a	technology	portfolio	that	supports	the	organisation’s	overall	strategy.	

•	 	Evaluate	and	develop	the	technology	portfolio	to	improve	the	agility	of	processes,	
projects and the organisation.

•	 	Involve	 relevant	 stakeholders	 in	 the	 development	 and	 deployment	 of	 new	
technologies to maximise the benefits generated. 

•	 	Identify	and	evaluate	alternative	and	emerging	technologies	in	the	light	of	their	
impact on organisational performance and capabilities and the environment. 

•	 Use	technology	to	support	the	culture	of	creativity	and	innovation.

For example, excellent organisations:

•  Ensure that their leaders are provided with accurate and sufficient information to 
support them in timely decision making.

•  Transform data into information and where relevant into knowledge that can be 
shared and effectively used. 

•   Establish approaches to engage relevant stakeholders and use their collective 
knowledge in generating ideas and innovation.

•  Provide and monitor access to relevant information and knowledge for their 
people and external users, whilst ensuring both security and the organisation’s 
intellectual property are protected. 

•  Establish and manage learning and collaboration networks to identify 
opportunities for creativity, innovation and improvement.

•  Transform ideas into reality within timescales that maximise the advantages that 
can be gained.
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CRITERION DEFINTION

Excellent organisations design, manage and improve processes, products and services 
to generate increasing value for customers and other stakeholders.

5a. Processes are designed and managed to optimise stakeholder value.

5b. Products and services are developed to create optimum value for customers.

5c. Products and services are effectively promoted and marketed.

5d. Products and services are produced, delivered and managed.

5e. Customer relationships are managed and enhanced.

For example, excellent organisations:

•	 	Use	a	framework	of	key	processes	to	implement	the	organisation’s	strategy.

•	 	Manage	the	end	to	end	processes,	 including	processes	that	extend	beyond	the	
boundaries of the organisation.

•	 	Ensure	 process	 owners	 understand	 their	 role	 and	 responsibility	 in	 developing,	
maintaining and improving processes.

•	 	Develop	a	meaningful	mix	of	process	performance	indicators	and	related	outcome	
measures, enabling the review of the efficiency and effectiveness of the key 
processes and their contributions towards the strategic goals.

•	 	Use	data	on	the	current	performance	and	capabilities	of	their	processes,	as	well	as	
appropriate benchmarks, to drive improvement, creativity and innovation. 

For example, excellent organisations:

•	 	Strive	to	innovate	and	create	value	for	their	customers,	involving	them	and	other	
stakeholders, where appropriate, in the development of new and innovative 
products, services and experiences.

•	 	Use	market	research,	customer	surveys	and	other	forms	of	feedback	to	anticipate	
and identify improvements aimed at enhancing the product and service portfolio.

•	 	Develop	their	portfolio	in	line	with	the	changing	needs	of	existing	and	potential	
customer groups.

•	 	Design	their	product	and	service	portfolio	and	actively	manage	the	full	product	
lifecycle in a responsible way.

For example, excellent organisations:

•	 	Know	who	their	different	customers	groups	are,	both	existing	and	potential,	and	
anticipate their different needs and expectations.

•	 	Transform	 needs,	 expectations	 and	 potential	 requirements	 into	 attractive	 and	

sustainable value propositions for both existing and potential customers.

•	 	Implement	the	business	model	by	defining	their	value	proposition,	“unique	selling	
points”,	positioning,	target	customer	groups	and	distribution	channels.	

•	 	Develop	marketing	 strategies	 to	promote	 their	 products	 and	 services	 to	 target	
customers and user groups.

For example, excellent organisations:

•	 	Produce	and	deliver	products	and	services	 to	meet,	or	exceed,	customer	needs	
and expectations, in line with the offered value proposition. 

•	 	Develop	 an	 effective	 and	 efficient	 value	 chain	 to	 ensure	 they	 can	 consistently	
deliver on their promised value proposition.

•	 	Ensure	people	have	the	necessary	resources,	competencies	and	empowerment	to	
maximise the customer experience. 

•	 	Manage	products	and	services	throughout	their	 lifecycle,	 including	reusing	and	
recycling where appropriate, considering any impact on public health, safety and 
the environment. 

•	 	Compare	 their	 performance	 with	 relevant	 benchmarks	 and	 learn	 from	 their	
strengths and opportunities for improvement in order to maximise the value 
generated for customers.

For example, excellent organisations:

•	 	Segment	customers,	in	line	with	the	organisation’s	strategy,	and	adopt	appropriate	
policies and processes for effectively managing the relationship.

•	 Determine	and	meet	customers’	day-to-day	and	long-term	contact	requirements.

•	 	Build	 and	 maintain	 a	 dialogue	 with	 customers,	 based	 on	 openness	 and	
transparency.

•	 	Continually	monitor	and	review	the	experiences	and	perceptions	of	their	customers	
and ensure processes are aligned to respond appropriately to any feedback.

•	 	Ensure	 customers	 are	 clear	 on	 their	 responsibilities	 with	 regards	 to	 the	 use	 of	
products and services.
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CRITERION DEFINTION 

Excellent organisations achieve and sustain outstanding results that meet or exceed 

the needs and expectations of their customers.

In practice, we find that excellent organisations:

•	 	Use	a	set	of	perception	measures	and	related	performance	indicators	to	determine	

the successful deployment of their strategy and supporting policies, based on the 

needs and expectations of their customers.

•	 	Set	clear	targets	for	the	key	customer	results	based	on	the	needs	and	expectations	

of their customers, in line with their chosen strategy.

•	 	Segment	results	to	understand	the	experience,	needs	and	expectations	of	specific	

customer groups.

•	 Demonstrate	positive	or	sustained	good	customer	results	over	at	least	3	years.

•	 	Clearly	understand	the	underlying	reasons	and	drivers	of	observed	trends	and	the	

impact these results will have on other performance indicators, perceptions and 

related outcomes.

•	 	Have	 confidence	 in	 their	 future	 performance	 and	 results	 based	 on	 their	

understanding of the cause and effect relationships established.

•	 	Understand	how	their	key	customer	results	compare	to	similar	organisations	and	

use this data, where relevant, for target setting. 

These are the customers’ perceptions of the organisation.  These may be obtained 

from a number of sources, including surveys, focus groups, ratings, compliments 

and complaints.  These perceptions should give a clear understanding of the 

effectiveness, from the customers’ perspective, of the deployment and outcomes of 

the organisation’s customer strategy, supporting policies and processes.

MEASURES COULD INCLUDE PERCEPTIONS OF:

•	 Reputation	and	image	

•	 Product	and	service	value	

•	 Product	and	service	delivery	

•	 Customer	service,	relationship	and	support	

•	 Customer	loyalty	and	engagement	

These are the internal measures used by the organisation in order to monitor, 

understand, predict and improve the performance of the organisation and to predict 

their impact on the perceptions of its customers.  These indicators should give a clear 

understanding of the deployment and impact of the organisation’s customer strategy, 

supporting policies and processes.

MEASURES COULD INCLUDE:

•	 Product	and	service	delivery	

•	 Customer	service,	relationships	and	support	

•	 Complaints	handling	

•	 Involvement	of	customers	and	partners	in	the	design	of	products,	processes,	etc.	
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CRITERION DEFINTION 

Excellent organisations achieve and sustain outstanding results that meet or exceed 
the needs and expectations of their people.

In practice, we find that excellent organisations:

•	 	Use	a	set	of	perception	measures	and	related	performance	indicators	to	determine	
the successful deployment of their strategy and supporting policies, based on the 
needs and expectations of their people.

•	 	Set	clear	targets	for	key	people	results	based	on	the	needs	and	expectations	of	
their people, in line with their chosen strategy.

•	 	Segment	results	to	understand	the	experience,	needs	and	expectations	of	specific	
groups of people within their organisation.

•	 Demonstrate	positive	or	sustained	good	people	results	over	at	least	3	years.

•	 	Clearly	understand	the	underlying	reasons	for	and	drivers	of	observed	trends	and	
the impact these results will have on other performance indicators and related 
outcomes.

•	 	Have	 confidence	 in	 their	 future	 performance	 and	 results	 based	 on	 their	
understanding of the cause and effect relationships established.

•	 	Understand	how	the	key	people	results	compare	to	similar	organisations,	and	use	
this data, where relevant, for target setting.

These are the people’s perception of the organisation. These may be obtained from 
a number of sources, including surveys, focus groups, interviews and structured 
appraisals.  These perceptions should give a clear understanding of the effectiveness, 
from the people’s perspective of the deployment and outcomes of the organisation’s 
people strategy and supporting policies and processes.

MEASURES COULD INCLUDE PERCEPTIONS OF:

•	 	Satisfaction,	involvement	and	engagement

•	 Motivation	and	empowerment

•	 Leadership	and	management

•	 Competency	and	performance	management

•	 Training	and	career	development

•	 Effective	communications

•	 Working	conditions

These are the internal measures used by the organisation in order to monitor, 
understand, predict and improve the performance of the organisation’s people 
and to predict their impact on perceptions.  These indicators should give a clear 
understanding of the deployment and impact of the organisation’s people strategy 
and supporting policies and processes.

MEASURES COULD INCLUDE:

•	 Involvement	and	engagement	activities

•	 Competency	and	performance	management	activities	

•	 Leadership	performance

•	 Training	and	career	development	activities	

•	 Internal	communications

7. People Results

7a.
Perceptions.

7b.
Performance Indicators.
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CRITERION DEFINTION 

Excellent organisations achieve and sustain outstanding results that meet or exceed 

the needs and expectations of relevant stakeholders within society.

In practice, we find that excellent organisations:

•	 	Use	a	set	of	perception	measures	and	related	performance	indicators	to	determine	

the successful deployment of their strategy and supporting policies, based on the 

needs and expectations of the relevant external stakeholders.

•	 	Set	clear	targets	for	key	society	results	based	on	the	needs	and	expectations	of	the	

relevant stakeholders within society, in line with their chosen strategy.

•	 	Segment	results	to	understand	the	experience,	needs	and	expectations	of	relevant	

stakeholders within society.

•	 	Demonstrate	positive	or	sustained	good	society	results	over	at	least	3	years.

•	 	Clearly	 understand	 the	 underlying	 reasons	 and	drivers	 of	 observed	 trends	 and	

the impact these results will have on other performance indicators and related 

outcomes.

•	 	Have	 confidence	 in	 their	 future	 performance	 and	 results	 based	 on	 their	

understanding of the cause and effect relationships established.

•	 	Understand	how	their	key	society	results	compare	to	similar	organisations	and	use	

this data, where relevant, for target setting. 

This is society’s perception of the organisation. This may be obtained from a 

number of sources, including surveys, reports, press articles, public meetings, Non-

Governmental Organisations, public representatives and governmental authorities.  

These perceptions should give a clear understanding of the effectiveness, from 

society’s perspective of the deployment and outcomes of the organisation’s societal 

and environmental strategy and supporting policies and processes.

MEASURES COULD INCLUDE PERCEPTIONS OF:

•	 	Environmental	impact

•	 	Image	and	reputation

•	 	Societal	impact	

•	 	Workplace	impact	

•	 	Awards	and	media	coverage

These are the internal measures used by the organisation in order to monitor, 

understand, predict and improve the performance of the organisation and to predict 

their impact on the perceptions of the relevant stakeholder within society.  These 

indicators should give a clear understanding of the deployment and impact of the 

organisation’s societal and environmental strategy and supporting policies and 

processes.

MEASURES COULD INCLUDE:

•	 Environmental,	economic	and	societal	activities

•	 Regulatory	and	governance	compliance

•	 Health	and	safety	performance

•	 Responsible	sourcing	and	procurement	performance

8. Society Results

8a.
Perceptions.

8b.
Performance Indicators
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CRITERION DEFINTION 

Excellent organisations achieve and sustain outstanding results that meet or exceed 
the needs and expectations of their business stakeholders.

In practice, we find that excellent organisations:

•		 	Develop	a	set	of	key	financial	and	non-financial	results	to	determine	the	successful	
deployment of their strategy, based on the needs and expectations of their 
business stakeholders.

•		 	Set	clear	targets	for	key	business	results	based	on	the	needs	and	expectations	of	
their business stakeholders, in line with their chosen strategy.

•		 	Segment	results	to	understand	the	performance	of	specific	areas	of	the	organisation	
and the experience, needs and expectations of business stakeholders.

•		 Demonstrate	positive	or	sustained	good	business	results	over	at	least	3	years.

•		 	Clearly	understand	the	underlying	 reasons	and	drivers	of	observed	trends	and	the	
impact these results will have on other performance indicators and related outcomes.

•		 	Have	 confidence	 in	 their	 future	 performance	 and	 results	 based	 on	 their	
understanding of the cause and effect relationships established.

•		 	Understand	how	their	key	business	results	compare	to	similar	organisations	and	
use this data, where relevant, for target setting.

These are the key financial and non-financial business outcomes which demonstrate 
the success of the organisation’s deployment of their strategy.  The set of measures 
and relevant targets will be defined and agreed with the business stakeholders.

OUTCOME MEASURES COULD INCLUDE:

•	 Financial	outcomes

•	 Business	stakeholder	perceptions	

•	 Performance	against	budget

•	 Volume	of	key	products	or	services	delivered

•	 Key	process	outcomes

These are the key financial and non-financial business indicators that are used to 
measure the organisation’s operational performance.  They help monitor, understand, 
predict and improve the organisation’s likely business outcomes. 

MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:

•	 Financial	indicators

•	 Project	costs

•	 Key	process	performance	indicators

•	 Partner and supplier performance

•	 Technology, information and knowledge 

9. Business Results

9a.
Business Outcomes

9b.
Business Performance 

Indicators

Integration of the Fundamental 
Concepts within the Criteria

One of the aims of this revision of the EFQM Excellence Model was to achieve a full integration of the 
Fundamental Concepts of Excellence and the framework of the Model. 

The Fundamental Concepts were reviewed and updated first and these were used as the basis for the bullet 
points in the criterion parts of the EFQM Excellence Model. In some cases, the text from the Fundamental 
Concepts is repeated in its entirety in the relevant criterion parts. In other cases, the text from the Fundamental 
Concepts has been adapted to fit the specific context of the criterion part.

This is illustrated in the table below.
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Criterion 1. Leadership 2. Strategy 3. People 4. Parnters & 
Resources

5. Processes, 
Products & Services

Criterion Part a b c d e a b c d a b c d e a b c d e a b c d e

Adding Value for 
Customers

Creating a 
Sustainable Future

Development 
Organisational 
Capability

Harnessing Creativity 
& Innovation

Leading with Vision, 
Inspiration & Integrity

Managing with Agility

Succeeding through 
the Talent of People

Sustaining 
Outstanding Results



ELEMENTS ATTRIBUTES GUIDANCE

Approach Sound The approach have a clear rationale based on the 
relevant stakeholder needs and are process based.

Integrated The approaches support strategy and are linked to other 
relevant approaches.

Deployment Implemented The approaches are implemented in relevant areas in a 
timely manner.

Structured The execution is structured and enables flexibility and 
organisational agility.

Assessment & 
Refinement

Measurement The effectiveness and efficiency of the approaches and 
their deployment are appropriately measured.

Learning & Creativity Learning & creativity is used to generate opportunities 
for improvement or innovation.

Improvement & 
Innovation

Outputs from measurement, learning & creativity 
are used to evaluate, prioritise and implement 
improvements & innovations.

ELEMENTS ATTRIBUTES GUIDANCE

Relevance & 
Usability

Scope & Relevance A coherent set of results, including key results, are 
identified that demonstrate the performance of the 
organisation in terms of its strategy, objectives and the 
needs and expectations of the relevant stakeholders.

Integrity Results are timely, reliable & accurate.

Segmentation Results are appropriately segmented to provide 
meaningful insights.

Performance Trends Positive trends or sustained good performance over at 
least 3 years. 

Targets Relevant targets are set and consistently achieved for 
the key results, in line with the strategic goals.

Comparisons Relevant external comparisons are made and are favourable 
for the key results, in line with the strategic goals.

Confidence There is confidence that performance levels will be 
sustained into the future, based on established cause & 
effect relationships.

To help support robust analysis, the RADAR matrices break down each element into a series of 
attributes, shown below:RADAR

The RADAR logic is a dynamic assessment framework and powerful management tool that provides a structured 
approach to questioning the performance of an organisation.

At	the	highest	level,	RADAR	logic	states	that	an	organisation	needs	to:

•	 	Determine	the	Results	it	is	aiming	to	achieve	as	part	of	its	strategy.

•	 		Plan	and	develop	an	integrated	set	of	sound	Approaches	to	deliver	the	required	results	both	now	and	in	the	
future.

•	 Deploy	the	approaches	in	a	systematic	way	to	ensure	implementation.

•	 	Assess	and	refine	the	deployed	approaches	based	on	monitoring	and	analysis	of	the	results	achieved	and	
ongoing learning activities.
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Analysis of Enablers: 

Analysis of Results:  

EFQM, 2012
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SCORING FOR THE DUBAI QUALITY AWARD

The RADAR Assessment and Management tool is the evaluation method used to score organisations applying 
for the EFQM Excellence Award and most national Excellence awards in Europe as well as the Dubai Quality 
Award in UAE. It can also be used by organisations carrying out Self-Assessment and wishing to use a score for 
benchmarking or other purposes.

The underlying principle for scoring using the RADAR is that when an organisation’s performance improves 
over time, their score against the Model will increase. 50% of the points available are allocated to the Enablers 
and 50% are allocated to the results. This is to ensure the organisation has the capability to sustain this 
performance into the future.

When an organisation is scored using the RADAR matrix, weights are given to each of the nine criteria to 
calculate the number of points awarded. These weights were established in 1991 as the result of a wide 
consultation exercise across Europe. They have been periodically reviewed by EFQM and the diagram above 
illustrates the current weightings.

Generally each criterion part is allocated equal weight within that criterion; for example, each of the 5 criterion 
parts for leadership contributes 20% of the 100 points allocated to criterion 1.

There are however two exceptions:

•	 	Criterion	part	6a	takes	75%	of	the	points	allocated	to	criterion	6,	whilst	criterion	part	6b	takes	25%;	

•	 Criterion	part	7a	takes	75%	of	the	points	allocated	to	criterion	7,	whilst	criterion	part	7b	takes	25%;

Each criterion part is assessed using the RADAR matrix and a score agreed. These scores are then combined 
to give a score for that criterion. The weighting is then applied to give an overall score from 0 to 1000 points.

In the Model, the scoring summary sheet (next page) is then used to combine the percentage scores awarded 
to the criterion parts to give an overall score on a scale of 0 -1000 points.
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SCORING SUMMARY SHEET
1. Enablers Criteria

Criterion Number 1 % 2 % 3 % 4 % 5 %

Criterion Part 1a 2a 3a 4a 5a

Criterion Part 1b 2b 3b 4b 5b

Criterion Part 1c 2c 3c 4c 5c

Criterion Part 1d 2d 3d 4d 5d

Criterion Part 1e 3e 4e 5e

Sum of parts 

¸ 5 ¸ 4 ¸ 5 ¸ 5 ¸ 5

Score awarded 

Note: The score awarded is the arithmetic average of the % scores for the criterion part. If organisations 
present convincing reasons why one or more parts are not relevant to them it is valid to calculate the 
average on the number of criterion addressed. To avoid confusion (with a zero score) parts of the criteria 
accepted as not relevant should be entered «NR» in the table above. 

2. Results Criteria 

Criterion Number 6 % 7 % 8 % 9 %

Criterion Part 6a x 0.75= 7a x 0.75= 8a x 0.50= 9a x 0.50=

Criterion Part 6b x 0.25= 7b x 0.25= 8b x 0.50= 9b x 0.50=

Score awarded

3. Calculation of Total Points

Criterion Score Awarded Weighting Points Awarded

1  Leadership x 1.0

2  Strategy x 1.0

3  People x 1.0

4  Partnerships and Resources x 1.0

5  Processes, Products and Services x 1.0

6  Customer Results x 1.5

7  People Results x 1.0

8  Society Results x 1.0

9  Business Results x 1.5

Total points awarded 

- Enter the score awarded for each criterion (of both sections 1 and 2 above). 

- Multiply each score by the appropriate weighting to give the points awarded. 

- Add points awarded to each criterion to give total points awarded for applicant.

Business

EFQM, 2012



GLOSSARY OF TERMS 
The following is a list of terms used throughout the EFQM Excellence Model guidance material. It has been 
compiled in order to help understanding and use of the Model. 

Agility: The organisation’s ability to rapidly and efficiently adapt to changes.

Approach: The overall way by which something is made to happen; an approach comprises of processes and 
structured actions within a framework of principles and policies. 

Benchmarking: A systematic comparison of approaches with other relevant organisations that gains insights 
that will help the organisation to take action to improve its performance. 

Benchmark: A measured achievement for comparison and target setting purposes. 

Business Model: The elements of the business that create and deliver value; these elements normally include 
the value proposition, the profit formula, key resources and key processes of the organisation. 

Business Stakeholders: These are the people who provide funding for the organisation; the people who the 
Management Team ultimately report to. In companies, this could be the owners, shareholders or investors. In 
the public sector, this could be the government, ministers or politicians.

Capabilities: The quality of being able to turn capacity (see below) into action and results by accessing relevant 
knowledge, competence, expertise, resources and processes.

Capacities: A measurement of what can theoretically be achieved, usually expressed in terms of size, volume 
or number. In organisations, this often refers to what the theoretical maximum output is compared to what the 
actual output is, with the result being expressed as a percentage.

Change Management: An approach for leading the transition of individuals, teams and organisations from their 
current state to a defined, desired future state. It is an organisational process aimed at helping stakeholders 
affected to accept and embrace changes in their business environment.

Comparisons: Data used to compare the performance of one organisation or process with the other.

Continual Improvement: The on-going improvement of processes that lead to achievement of higher levels of 
performance through incremental change. 

Core Competence: A well performed internal activity or capability that is central to the organisation’s 
competitiveness, profitability or efficiency. 

Corporate Governance: A framework of authority and control within an organisation used to help it fulfil its 
legal, financial and ethical obligations. 

Creativity: The generation of ideas for new or improved products, services, processes, systems or social 
interactions. 

Critical success factors: Limited number (usually between 3 to 8) of characteristics, conditions or variables, that 
have a direct impact on the effectiveness, efficiency and viability of an organisation, programme or project. 

Culture: The specific collection of Values and Norms that are shared by people and groups in an organisation 
that control the way they interact with each other and with stakeholders outside the organisation. 
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Role model organisations might score between 700 and 800 points, but even 
they have plenty of room for improvement.

Measurement is not an end in itself, but it is the starting point for improvement 
and change. Knowledge of how good you really are will provide new impetus and 
understanding of priorities.

Winners in the DQAA category are selected on the basis of scoring above the average 
mark of all DQAA applications in that year; but also guided by a threshold mark of 
(350±25) points out of a possible 1000 points.

To win the DQA category award applications should exceed a threshold of (550±25) 
points out of a possible 1000 points.

To win the first Dubai Quality Gold Award, applications should score in excess of 
(700±25) points threshold out of a possible 1000 points. To win subsequent GOLD 
Award, applications should demonstrate sustained improvement activities over the 
last win and results showing favourable trends, stretching over 5 years together with 
benchmarking with best in class.

Role model
organisations

“What gets 
measured gets 

improved”

700	Points:
Excellent organisation, 

improvement a way
of life, industry role 

model, sustained 
excellent results, acting

as corporate citizen, 
spreading the excellence 

principles among 
customers, suppliers and 

business partners,
clear management by 

processes and facts. 

550	Points:
Very good organisation 

everyone involved, 
clear performance 

improvements, process 
management.

350	Points:
Good organisation, sound 

measurement systems, 
quality assurance 
methods, starting 

continuous improvement.

(Dubai Quality Gold Award)

(Dubai Quality Award)

(Dubai Quality Appreciation Award)
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Partner: An external party the organisation strategically chooses to work with, to achieve common objectives 
and sustained mutual benefit. 

Partnership: A durable working relationship between the organisation and partners, creating and sharing 
added value for both parties. Partnerships can be formed e.g. with suppliers, distributors, educational bodies 
or customers. Strategic partnerships support the strategic objectives of the organisation in a particular way. 

People: All individuals employed by the organisation (full time, part-time, including volunteers), including 
leaders at all levels. 

Perception: The opinion stakeholders have of the organisation. 

Process: A set of activities that interact with one another because the output from one activity becomes the 
input for another activity. Processes add value by transforming inputs into outputs, using resources. 

Products: Commercially distributed goods as a result of a fabrication, manufacturing, or production process 
that passes through a distribution channel before being consumed or used. In a broad sense, products include 
a wide range of goods, from commodities to complex installations such as facilities, plants or factories. 

Purpose Statement: Used by some organisations instead of either the Mission and / or Vision statements.

Society: The social infrastructure outside the organisation that can be affected by the organisation.

Stakeholder: Person, group or organisation that has a direct or indirect stake or interest in the organisation 
because it can either affect the organisation or be affected by it. Examples of external stakeholders are owners 
(shareholders), customers, suppliers, partners, government agencies and representatives of the community or 
the society. Examples for internal stakeholders are people or groups of people. (See also Business Stakeholders 
above).

Strategy: A high level plan describing the tactics by which an organisation intends to achieve its Mission 
and Vision, that are subsequently translated into aligned strategic goals and objectives reflecting what the 
organisation has to do. 

Society: The social infrastructure outside the organisation that can be affected by the organisation. 

Value Proposition: The differentiating value the organisation’s products and services offer to customers. 

Values: Operating philosophies or principles that guide an organisation’s internal conduct as well as its 
relationship with the external world. Values provide guidance for people on what is good or desirable and what 
is not. They exert major influence on the behaviour of individuals and teams and serve as broad guidelines in 
all situations.

Vision:  Description of what the organisation is attempting to achieve in the long-term future. It is intended to 
serve as a clear guide for choosing current and future courses of action and, along with the Mission, it is the 
basis for strategies and policies.

Customer: The recipient of products or services provided by the organisation. 

Diversity: The extent to which the people within the organisation recognise, appreciate and utilise, the 
characteristics that make individuals unique. Diversity can relate to age, race, ethnicity, gender, beliefs, physical 
abilities & sexual orientation.

Employability: A person’s capability for gaining and maintaining employment. The meaning can be different 
depending on the perspective taken. For the individual, this could mean stability or mobility. For the 
organisation, it could mean flexibility.

Empowerment: The process by which individuals or teams are able to take decision making responsibilities, 
and operate with a degree of autonomy in their actions. 

Equal opportunity: The practice of ensuring that all people receive fair and equal treatment regardless of 
gender, age, race, nationality, religion, disability or sexual orientation. 

Fundamental Concepts of Excellence: The set of key and proven principles upon which the EFQM Excellence 
Model framework is based. 

Good/best practice: Superior approaches, policies, processes or methods that lead to exceptional achievement. 
Since	it	is	difficult	to	find	out	what	is	best,	the	term	“good	practice”	is	preferred	by	most	organisations.	Ways	to	
find good practice outside the organisation can include benchmarking and external learning. 

Innovation: The practical translation of ideas into new products, services, processes, systems or social 
interactions.

Intellectual Capital: The value of an organisation that is not captured in its traditional financial accounts. It 
represents the intangible assets of an organisation and is often the difference between market and book value. 

Key Processes: The processes that are of the utmost importance for the organisation since they deliver and 
support the strategy and drive the value chain of the organisation. 

Knowledge: Knowledge is expertise and skills acquired by a person through experience and education, 
involving the theoretical and/or practical understanding of a subject. While data are raw facts and information 
is data with context and perspective, knowledge is information with guidance/ability for action. 

Leaders: The people who coordinate and balance the interests and activities of all who have a stake in the 
organisation. 

Learning networks: A group of people with a common goal or interest who pool their individual information, 
knowledge and experience to actively learn together.

Management System: The framework of processes, related performance/result indicators and process 
management and improvement systems used to ensure that the organisation can fulfill its Mission and Vision.

Mission: A	 statement	 that	 describes	 the	 purpose	 or	 “raison	 d’etre”	 of	 an	 organisation,	 confirmed	 by	 its	
stakeholders.

Mobility: The willingness and capability of people to change their job or the working location. 

Organisational Agility: The ability to respond and adapt, in a timely way, to an emerging threat or opportunity. 

Organisational Capability: Refers to the ability and capacity of the organisation to achieve specific goals. The 
organisation can enhance this capability, for example, through external partnerships or internal learning & 
development.
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	Dubai Quality Award (DQA) is not a process for generating winners and losers, it is 
	Dubai Quality Award (DQA) is not a process for generating winners and losers, it is 
	Dubai Quality Award (DQA) is not a process for generating winners and losers, it is 
	a process for recognising role model organisations.  It is also a process for providing 
	organisations with a ‘roadmap’ to achieve excellence through the adoption of good 
	practices and soundly-based approaches that are deployed systematically and  are  
	continuously  measured  and  reviewed.

	Dubai Quality Award is not yet another initiative an organisation can embrace; 
	Dubai Quality Award is not yet another initiative an organisation can embrace; 
	it is a framework that ensures that all different initiatives are pulling in the desired 
	direction. The methodology and main criteria of the award are encapsulated in a 
	model outlined in this document. This model provides organisations with a tool to 
	benchmark performance and document existing gaps.

	The Dubai Quality Award, initiated in 1994, is based on the Excellence Model used 
	The Dubai Quality Award, initiated in 1994, is based on the Excellence Model used 
	by the European Foundation for Quality Management (EFQM). The latter has been 
	successfully applied in European private and public sector organisations since 1992.

	This model provides a holistic framework for organisational excellence. All nine 
	This model provides a holistic framework for organisational excellence. All nine 
	criteria work as one complete system, such that any deficiency in one area will affect 
	the score in other areas.  The model does not deny that the system has parts, but it 
	focuses on the whole, where the whole is larger than the sum of its parts. The model 
	was designed to be non-prescriptive, to acknowledge the fact that there may be more 
	than one approach for achieving excellence. To help you implement our Model, we 
	provide training, assessment tools and recognition.

	Applicants of the Dubai Quality Award must demonstrate sustained continual 
	Applicants of the Dubai Quality Award must demonstrate sustained continual 
	improvement.  They should focus on the improvement process and not only on 
	winning the award trophy. That is because the journey for excellence and the 
	improvement activities will be much more valuable for organisations than winning 
	a trophy.

	From the Award Secretariat’s perspective, recipients of the award represent role 
	From the Award Secretariat’s perspective, recipients of the award represent role 
	model organisations in the sectors they operate in. Therefore, in order to maintain 
	the credibility and high standing of the award, it is important for organisations to 
	demonstrate sustained improvement activities with results reflecting favourable 
	trends over 3-5  consecutive years.

	Receiving the Dubai Quality Award should not be mistaken for reaching the highest 
	Receiving the Dubai Quality Award should not be mistaken for reaching the highest 
	possible state of excellence an organisation can ever achieve. Thus, the maximum 
	validity of the award is 3 years from the date of receiving the last feedback report.  
	All past applicants of the DQA are encouraged to reapply. The application rules are 
	summarised in table (1) of the forthcoming section.

	Therefore, Award recipients may not continue to use the award logos on their 
	Therefore, Award recipients may not continue to use the award logos on their 
	stationery, publicity campaigns and marketing material 3 years after winning. The 
	reason for that is because sustaining the lead is much harder to achieve than reaching 
	the award milestone.

	Nonetheless, while organisations are encouraged to reapply for the award every 3 years, 
	Nonetheless, while organisations are encouraged to reapply for the award every 3 years, 
	subsequent submissions must concentrate on recent approaches and improvement 
	activities during the past 3 years, rather than reproducing an augmented version of 
	the old submission.

	There are three different categories of the Dubai Quality Award. They are listed 
	There are three different categories of the Dubai Quality Award. They are listed 
	below as follows:

	1.   The Dubai Quality Gold Award (DQGA) 
	1.   The Dubai Quality Gold Award (DQGA) 

	  This award is reserved for past winners of the Dubai Quality Award (DQA), 
	  This award is reserved for past winners of the Dubai Quality Award (DQA), 
	after demonstrating further tangible sustained improvement over their last 
	performance. Winners may reapply, subject to meeting the DQA requirements. 
	See table (1) and rules below.

	2. The Dubai Quality Award (DQA) 
	2. The Dubai Quality Award (DQA) 

	  This award is presented to organisations from different sectors of the economy, 
	  This award is presented to organisations from different sectors of the economy, 
	such as manufacturing, service, tourism, construction, finance, professional, 
	healthcare, higher education and trade. Winners may apply for the Gold category 
	three years after winning the DQA.

	3.  The Dubai Quality Appreciation Award (DQAA)
	3.  The Dubai Quality Appreciation Award (DQAA)

	  A trophy of appreciation is presented to winners in this category in appreciation 
	  A trophy of appreciation is presented to winners in this category in appreciation 
	of their effort and in acknowledging their work on their journey for excellence. 
	The appreciation programme is open to organisations from all sectors of the 
	economy and many organisations use it as a stepping stone before applying for 
	the DQA Category.

	General Rules
	General Rules

	•..The.number.of.submissions.accepted.annually.for.the.DQA.is.limited.by.the.number.
	•..The.number.of.submissions.accepted.annually.for.the.DQA.is.limited.by.the.number.
	of assessors available annually to conduct the assessments. Therefore, companies 
	intending to apply for the DQA must declare their intention to participate to the 
	Award Secretariat as early as possible, allowing a minimum of 6-9 months notice, 
	but preferably more than one year. This will help the Award Office to organise 
	training workshops for applicants on how to conduct self assessment and how to 
	prepare the submission document, thus utilising the application process to their 
	maximum advantage.

	•..The.Award.Office.reserves.the.right.to.decline.any.application.that.does.not.reflect.
	•..The.Award.Office.reserves.the.right.to.decline.any.application.that.does.not.reflect.
	a genuine journey for excellence or if this journey was not genuinely supported by 
	the highest authority and the senior management of the organisation.  

	•..Winners.of.the.DQA.are.obliged.to.participate.and.share.their.Best.Practices.with.
	•..Winners.of.the.DQA.are.obliged.to.participate.and.share.their.Best.Practices.with.
	others, after the Award Ceremony, along with any related marketing campaigns.

	•..Large.organisations.must.apply.for.the.DQA.category,.while.small.organisations..
	•..Large.organisations.must.apply.for.the.DQA.category,.while.small.organisations..
	must first apply for the DQAP.

	Rules for DQGA Applicants
	Rules for DQGA Applicants

	•.
	•.
	 Applicants in this category must be from past DQA or GOLD Category winners 
	(with a minimum of 3 years since their last win). See table (1).

	•..While.GOLD.category.winners.may.reapply.for.a.2nd.GOLD,.3rd.GOLD,.etc…,.3-4.
	•..While.GOLD.category.winners.may.reapply.for.a.2nd.GOLD,.3rd.GOLD,.etc…,.3-4.
	years after their last win*, the Award Office reserves the right to extend this period 
	or decline late or unexpected submissions. 

	•..Applicants.in.this.category.must.focus.on.sustained.improvement.activities.since.
	•..Applicants.in.this.category.must.focus.on.sustained.improvement.activities.since.
	the last win, and should not aim at reproducing an augmented version of the old 
	submission document. Strong evidence of innovative, improved and/or newly 
	introduced approaches is required.

	•..The.results.must.cover.all.relevant.areas.stretching.over.at.least.5.years.plus.in.
	•..The.results.must.cover.all.relevant.areas.stretching.over.at.least.5.years.plus.in.
	most cases, showing comparisons with national and international benchmarks 
	and best in class as applicable.

	Rules for DQA Applicants
	Rules for DQA Applicants

	•
	•
	  Companies may either apply for this category directly or as past DQAP winners.

	•..Applicants.in.this.category.must.focus.on.showing.results.that.are.caused.by.
	•..Applicants.in.this.category.must.focus.on.showing.results.that.are.caused.by.
	approaches and favourable trends that extend for at least 3 years plus, with 
	benchmarks against national competitors and/or industry standards as applicable.

	•.Non-winners.in.this.category.may.reapply.in.2.years.time*.
	•.Non-winners.in.this.category.may.reapply.in.2.years.time*.

	Rules for DQAA Applicants
	Rules for DQAA Applicants

	•
	•
	  Companies may directly apply for this category (provided that they have not been 
	past winners of this category before);

	•..Applicants.in.this.category.usually.demonstrate.stronger.performance.in.the.
	•..Applicants.in.this.category.usually.demonstrate.stronger.performance.in.the.
	enablers parts than in the results. Nonetheless, their focus must be on showing 
	results that are caused by approaches and favourable trends that extend at least 2 
	years plus.

	•...Non-winners.in.this.category.may.reapply.after.2.years*.
	•...Non-winners.in.this.category.may.reapply.after.2.years*.

	Important:
	Important:

	•
	•
	  The real benefit from applying for the Dubai Quality Award is gained from engaging members of staff in your 
	organisation in a true journey of change and continual improvement. Therefore, it is important to note that the 
	real prize of the DQA is the journey of change and not the trophy.

	•..In.real.terms,.the.Dubai.Quality.Award.has.no.winners.and.no.losers..Reference.to.the.word.‘winners’.in.this.
	•..In.real.terms,.the.Dubai.Quality.Award.has.no.winners.and.no.losers..Reference.to.the.word.‘winners’.in.this.
	document is used to distinguish role model organisations as recipients of the DQA Award.

	•..Winners.of.the.DQA.will.be.required.to.share.one.of.their.best.practices.with.the.wider.business.community..This.
	•..Winners.of.the.DQA.will.be.required.to.share.one.of.their.best.practices.with.the.wider.business.community..This.
	is usually done in the ‘Share Best Practices’ booklet published by the Award office. The best practice presented 
	should have sufficient learning content and must first meet the approval of the DQA Secretariat.

	Eligibility Criteria
	Eligibility Criteria

	•.Scope:.Organisation.(private.or.government.sector).located.in.the.UAE.
	•.Scope:.Organisation.(private.or.government.sector).located.in.the.UAE.

	•.Have.a.current.trade.license.in.the.UAE.
	•.Have.a.current.trade.license.in.the.UAE.

	•.Have.a.minimum.of.3.years.continuous.operating.history.in.the.UAE.
	•.Have.a.minimum.of.3.years.continuous.operating.history.in.the.UAE.

	•.Have.at.least.half.of.the.applicant’s.employees.or.asset.base.must.be.located.and.examinable.in.the.UAE.
	•.Have.at.least.half.of.the.applicant’s.employees.or.asset.base.must.be.located.and.examinable.in.the.UAE.

	•..If.a.subsidiary.or.business.unit.of.a.larger.entity,.be.considered.as.a.“stand.alone”.business.with.clear.boundaries.
	•..If.a.subsidiary.or.business.unit.of.a.larger.entity,.be.considered.as.a.“stand.alone”.business.with.clear.boundaries.
	and financial autonomy, managing their own accounts.
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	Notes:
	  
	During the award validity, winners may use the award logo on their marketing and advertising campaigns. After this period, winners 
	should cease to use the logo unless they reapply for the next category of the award.

	*   All dates noted in this table are considered from the date of receiving the feedback report.
	*   All dates noted in this table are considered from the date of receiving the feedback report.
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	The need for a Model
	The need for a Model
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	Regardless of sector, size, structure or maturity, organisations need to establish an 
	Regardless of sector, size, structure or maturity, organisations need to establish an 
	Regardless of sector, size, structure or maturity, organisations need to establish an 
	appropriate management framework to be successful. The EFQM Excellence Model is 
	a.practical,.non-prescriptive.framework.that.enables.organisations.to:

	•
	•
	   Assess where they are on the path to excellence; helping them to understand their 
	key strengths and potential gaps in relation to their stated Vision and Mission.

	•..Provide.a.common.vocabulary.and.way.of.thinking.about.the.organisation.that.
	•..Provide.a.common.vocabulary.and.way.of.thinking.about.the.organisation.that.
	facilitates the effective communication of ideas, both within and outside the 
	organisation.

	•..Integrate.existing.and.planned.initiatives,.removing.duplication.and.identifying.
	•..Integrate.existing.and.planned.initiatives,.removing.duplication.and.identifying.
	gaps.

	•....Provide.a.basic.structure.for.the.organisation’s.management.system.
	•....Provide.a.basic.structure.for.the.organisation’s.management.system.

	Whilst there are numerous management tools and techniques commonly used, the 
	Whilst there are numerous management tools and techniques commonly used, the 
	EFQM Excellence Model provides an holistic view of the organisation and it can be 
	used to determine how these different methods fit together and complement each 
	other. The Model can therefore be used in conjunction with any number of these tools, 
	based on the needs and function of the organisation, as an overarching framework for 
	developing sustainable excellence.

	Excellent Organizations achieve and sustain outstanding levels of performance that 
	Excellent Organizations achieve and sustain outstanding levels of performance that 
	meet or exceed the expectations of all their stakeholders.

	All organisations strive to be successful, some fail, some achieve periods of success but 
	All organisations strive to be successful, some fail, some achieve periods of success but 
	ultimately fade from view, and a few achieve sustainable success, gaining deserved 
	respect and admiration.

	The EFQM Foundation was formed to recognise and promote sustainable success and 
	The EFQM Foundation was formed to recognise and promote sustainable success and 
	to provide guidance to those seeking to achieve it.

	This is realised through a set of three integrated components which comprise the 
	This is realised through a set of three integrated components which comprise the 
	EFQM.Excellence.Model:

	•
	•
	  
	The Fundamental Concepts of Excellence:
	 The underlying principles which are 
	the essential foundation of achieving sustainable excellence for any organisation.

	•
	•
	 
	 The EFQM Excellence Model:
	 A framework to help organisations convert the 
	Fundamental Concepts and RADAR logic into practice.

	•
	•
	 
	 RADAR logic:
	 A dynamic assessment framework and powerful management 
	tool that provides the backbone to support an organisation as it addresses the 
	challenges it must overcome if it is to realise its aspiration to achieve sustainable 
	excellence.

	Using these three integrated components has helped organisations of all sizes and 
	Using these three integrated components has helped organisations of all sizes and 
	from all sectors to compare themselves with the attributes, qualities and achievements 
	of sustainable organisations. They can use them to develop a culture of excellence, 
	bring consistency to their management style, access good practices, drive innovation 
	and improve their results.

	Used appropriately, the EFQM Excellence Model, with the associated RADAR logic 
	Used appropriately, the EFQM Excellence Model, with the associated RADAR logic 
	and Fundamental Concepts, ensures that all the management practices used by an 
	organisation form a coherent system that is continually improved and delivers the 
	intended strategy for the organisation.

	The 2013 version of the EFQM Model, RADAR logic and Fundamental Concepts builds 
	The 2013 version of the EFQM Model, RADAR logic and Fundamental Concepts builds 
	on years of experience and takes into account the current and future challenges of an 
	organisation.

	The 
	The 
	Fundamental Concepts of Excellence
	 outline the essential foundation for 
	achieving sustainable excellence for any organisation. They can be used as the basis 
	to describe the attributes of an excellent organisational culture. They also serve as a 
	common language for senior management.

	The 
	The 
	EFQM Excellence Model
	 allows Managers/Leaders to understand the cause and 
	effect relationships between what their organisation does and the results it achieves. 
	With the support of RADAR logic it is possible to make a robust assessment of the 
	degree of excellence of any organisation.

	The 
	The 
	RADAR logic
	 provides a structured approach to question the performance of an 
	organisation. It also supports the scoring mechanism behind the EFQM Excellence 
	Award and other recognition or assessment schemes and can help to lead change 
	and manage improvement projects in an organisation.
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	Excellent organisations consistently add value for customers by understanding, 
	Excellent organisations consistently add value for customers by understanding, 
	Excellent organisations consistently add value for customers by understanding, 
	anticipating and fulfilling needs, expectations and opportunities.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•
	•
	  Know who their different customer groups are, both existing and potential, and 
	anticipate their different needs and expectations.

	•..Transform,.needs,.expectations.and.potential.requirements.into.attractive.and.
	•..Transform,.needs,.expectations.and.potential.requirements.into.attractive.and.
	sustainable value propositions for both existing and potential customers.

	•..Build.and.maintain.a.dialogue.with.customers,.based.on.openness.and.
	•..Build.and.maintain.a.dialogue.with.customers,.based.on.openness.and.
	transparency.

	•..Strive.to.innovate.and.create.value.for.their.customers,.involving.them,.where.
	•..Strive.to.innovate.and.create.value.for.their.customers,.involving.them,.where.
	appropriate, in the development of new and innovative products, services and 
	experiences. 

	•..Ensure.people.have.the.necessary.resources,.competencies.and.empowerment.to.
	•..Ensure.people.have.the.necessary.resources,.competencies.and.empowerment.to.
	maximise the customer experience.

	•..Continually.monitor.and.review.the.experiences.and.perceptions.of.their.customers.
	•..Continually.monitor.and.review.the.experiences.and.perceptions.of.their.customers.
	and respond appropriately to any feedback.

	•..Compare.their.performance.with.relevant.benchmarks.and.learn.from.their.
	•..Compare.their.performance.with.relevant.benchmarks.and.learn.from.their.
	strengths and opportunities for improvement in order to maximise the value 
	generated for customers.

	Excellent organisations have a positive impact on the world around them by enhancing 
	Excellent organisations have a positive impact on the world around them by enhancing 
	their performance whilst simultaneously advancing the economic, environmental 
	and social conditions within the communities they touch.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•
	•
	  Secure their future by defining and communicating a core purpose that provides 
	the basis for their overall Vision, Mission, values, ethics and corporate behaviour.
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	•..Understand.their.key.competencies.and.how.they.can.generate.shared.value.to.
	•..Understand.their.key.competencies.and.how.they.can.generate.shared.value.to.
	•..Understand.their.key.competencies.and.how.they.can.generate.shared.value.to.
	benefit wider society.

	•..Integrate.the.concepts.of.sustainability.within.their.core.strategy,.value.chain.and.
	•..Integrate.the.concepts.of.sustainability.within.their.core.strategy,.value.chain.and.
	process design and allocate the resources required to deliver these goals.

	•..Consider.“People,.Planet.and.Profit”.as.a.reference.when.balancing.the.sometimes.
	•..Consider.“People,.Planet.and.Profit”.as.a.reference.when.balancing.the.sometimes.
	conflicting imperatives that they face.

	•..Encourage.their.stakeholders.to.participate.in.activities.that.contribute.to.wider.
	•..Encourage.their.stakeholders.to.participate.in.activities.that.contribute.to.wider.
	society.

	•..Allocate.resources.to.provide.for.long-range.needs.rather.than.just.short-term.
	•..Allocate.resources.to.provide.for.long-range.needs.rather.than.just.short-term.
	gain and, where relevant, become and remain competitive.

	•..Design.their.product.and.service.portfolio.and.actively.manage.the.full.product.
	•..Design.their.product.and.service.portfolio.and.actively.manage.the.full.product.
	Iife-cycle in a responsible way.

	•..Are.able.to.demonstrate.that.they.measure.and.optimise.the.impact.of.their.
	•..Are.able.to.demonstrate.that.they.measure.and.optimise.the.impact.of.their.
	operations, product lifecycle and services on public health, safety and the 
	environment.

	•..
	•..
	Actively advance the economic, environmental and social standards within their sector.

	Excellent organisations enhance their capabilities by effectively managing change 
	Excellent organisations enhance their capabilities by effectively managing change 
	within and beyond the organisational boundaries.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•
	•
	  Analyse operation performance trends to understand their current and potential 
	capabilities and capacities and identify where development is needed to achieve 
	the strategic goals.

	•..Develop.an.effective.and.efficient.value.chain.to.ensure.they.can.consistently.
	•..Develop.an.effective.and.efficient.value.chain.to.ensure.they.can.consistently.
	deliver on their promised value proposition.

	•..Develop.a.culture.that.continually.seeks.to.improve.the.effectiveness.of.
	•..Develop.a.culture.that.continually.seeks.to.improve.the.effectiveness.of.
	collaboration and teamwork throughout their value chain.

	•..Ensure.that.financial,.physical.and.technological.resources.are.available.to.support.
	•..Ensure.that.financial,.physical.and.technological.resources.are.available.to.support.
	organisational development.

	•..Establish.shared.values,.accountability,.ethics.and.a.culture.of.trust.and.openness.
	•..Establish.shared.values,.accountability,.ethics.and.a.culture.of.trust.and.openness.
	throughout the value chain.

	•..Work.together.with.partners.to.achieve.mutual.benefit.and.enhanced.value.for.
	•..Work.together.with.partners.to.achieve.mutual.benefit.and.enhanced.value.for.
	their respective stakeholders, supporting one another with expertise, resources 
	and knowledge.

	•..Establish.appropriate.networks.to.enable.them.to.identify.potential.partnership.
	•..Establish.appropriate.networks.to.enable.them.to.identify.potential.partnership.
	opportunities to enhance their capabilities and ability to generate additional 
	stakeholder value.

	Excellent organisations generate increased value and levels of performance through 
	Excellent organisations generate increased value and levels of performance through 
	continual improvement and systematic innovation by harnessing the creativity of 
	their stakeholders.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•
	•
	   Establish approaches to engage relevant stakeholders and use their collective 
	knowledge in generating ideas and innovation.

	•..Establish.and.manage.learning.and.collaboration.networks.to.identify.opportunities.
	•..Establish.and.manage.learning.and.collaboration.networks.to.identify.opportunities.
	for creativity, innovation and improvement.

	•..Recognise.that.innovation.can.apply.to.products,.processes,.marketing,.
	•..Recognise.that.innovation.can.apply.to.products,.processes,.marketing,.
	organisational structures and business models.

	•..Set.clear.goals.and.objectives.for.innovation,.based.on.an.understanding.of.the.
	•..Set.clear.goals.and.objectives.for.innovation,.based.on.an.understanding.of.the.
	market and opportunities, supported by appropriate policies and resources.

	•.Use.a.structured.approach.for.generating.and.prioritising.creative.ideas.
	•.Use.a.structured.approach.for.generating.and.prioritising.creative.ideas.

	•..Test.and.refine.the.most.promising.ideas,.allocating.resources.to.realise.them.
	•..Test.and.refine.the.most.promising.ideas,.allocating.resources.to.realise.them.
	within appropriate timescales.

	•..Transform.ideas.into.reality.within.time.scales.that.maximise.the.advantages.that.
	•..Transform.ideas.into.reality.within.time.scales.that.maximise.the.advantages.that.
	can be gained.

	Excellent organisations have leaders who shape the future and make it happen, acting 
	Excellent organisations have leaders who shape the future and make it happen, acting 
	as role models for its values and ethics.

	In.practice,.we.find.that.excellent.organisations.have.leaders.who:
	In.practice,.we.find.that.excellent.organisations.have.leaders.who:

	•
	•
	  Inspire people and create a culture of involvement, ownership, empowerment, 
	improvement and accountability through their actions, behaviours and experience.

	•..Champion.the.organisation’s.values.and.are.role.models.for.integrity,.social.
	•..Champion.the.organisation’s.values.and.are.role.models.for.integrity,.social.
	responsibility and ethical behaviour, both internally and externally, to develop and 
	enhance the organisation’s reputation.

	•..Set.and.communicate.a.clear.direction.and.strategic.focus;.they.unite.their.people.
	•..Set.and.communicate.a.clear.direction.and.strategic.focus;.they.unite.their.people.
	to share and achieve the organisation’s Mission, Vision and goals.

	•..Are.flexible;.they.demonstrate.their.ability.to.make.sound,.timely.decisions,.based.
	•..Are.flexible;.they.demonstrate.their.ability.to.make.sound,.timely.decisions,.based.
	on available information, previous experience and knowledge, with consideration 
	of their potential impact.

	•..Recognise.sustainable.advantage.is.dependent.on.their.ability.to.learn.quickly.and.
	•..Recognise.sustainable.advantage.is.dependent.on.their.ability.to.learn.quickly.and.
	rapidly respond when necessary.

	•..Promote.a.culture.which.supports.the.generation.of.new.ideas.and.new.ways.of.
	•..Promote.a.culture.which.supports.the.generation.of.new.ideas.and.new.ways.of.
	thinking to encourage innovation and organisational development.

	•..Are.transparent.and.accountable.to.their.stakeholders.and.society.at.large.for.their.
	•..Are.transparent.and.accountable.to.their.stakeholders.and.society.at.large.for.their.
	performance and ensure their people act ethically, responsibly and with integrity.

	Excellent organisations are widely recognised for their ability to identify and respond 
	Excellent organisations are widely recognised for their ability to identify and respond 
	effectively and efficiently to opportunities and threats.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•
	•
	  Use mechanisms to identify changes in their external environment and translate 
	these into potential future scenarios for the organisation.

	•..Translate.their.strategies.into.aligned.processes,.projects.and.organisational.
	•..Translate.their.strategies.into.aligned.processes,.projects.and.organisational.
	structures, ensuring changes can be implemented with appropriate speed 
	throughout the value chain.

	•..Develop.a.meaningful.mix.of.process.performance.indicators.and.related.outcome.
	•..Develop.a.meaningful.mix.of.process.performance.indicators.and.related.outcome.
	measures, enabling the review of the efficiency and effectiveness of the key 
	processes and their contributions towards the strategic goals.

	•..Use.data.on.the.current.performance.and.capabilities.of.their.processes,.as.well.as.
	•..Use.data.on.the.current.performance.and.capabilities.of.their.processes,.as.well.as.
	appropriate benchmarks, to drive creativity, innovation and improvement.

	•..Effectively.manage.change.through.structured.project.management.and.focused.
	•..Effectively.manage.change.through.structured.project.management.and.focused.
	process improvement.

	•..Rapidly.adapt.their.organisational.structure.to.support.the.achievement.of.the.
	•..Rapidly.adapt.their.organisational.structure.to.support.the.achievement.of.the.
	strategic goals.

	•..Evaluate.and.develop.the.technology.portfolio.to.improve.the.agility.of.processes,.
	•..Evaluate.and.develop.the.technology.portfolio.to.improve.the.agility.of.processes,.
	projects and the organisation.

	Excellent organisations value their people and create a culture of empowerment for 
	Excellent organisations value their people and create a culture of empowerment for 
	the achievement of both organisational and personal goals.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•
	•
	  Define the skills, competencies and people performance levels required to achieve 
	the Mission, Vision and strategic goals.

	•..Effectively.plan.to.attract,.develop.and.retain.the.talents.required.to.meet.these.
	•..Effectively.plan.to.attract,.develop.and.retain.the.talents.required.to.meet.these.
	needs.

	•..Align.personal.and.team.objectives,.and.empower.people.to.realise.their.full.
	•..Align.personal.and.team.objectives,.and.empower.people.to.realise.their.full.
	potential in a spirit of true partnership.

	•..Ensure.a.healthy.work./.life.balance.in.the.reality.of.24/7.connectivity,.increasing.
	•..Ensure.a.healthy.work./.life.balance.in.the.reality.of.24/7.connectivity,.increasing.
	globalisation and new ways of working.

	•..Respect.and.embrace.the.diversity.of.their.people.and.the.communities.and.
	•..Respect.and.embrace.the.diversity.of.their.people.and.the.communities.and.
	markets the organisation serves.

	•..Develop.people’s.skills.and.competencies.to.ensure.their.future.mobility.and.
	•..Develop.people’s.skills.and.competencies.to.ensure.their.future.mobility.and.
	employability.

	•..Encourage.their.people.to.be.ambassadors.of.the.organisations’.image.and.
	•..Encourage.their.people.to.be.ambassadors.of.the.organisations’.image.and.
	reputation.

	•..Motivate.people.to.become.involved.in.improvement.and.innovation.and.
	•..Motivate.people.to.become.involved.in.improvement.and.innovation.and.
	recognise their efforts and achievements.

	•..Understand.the.communication.needs.of.their.people.and.use.appropriate.
	•..Understand.the.communication.needs.of.their.people.and.use.appropriate.
	strategies and tools to maintain a dialogue.

	 
	 

	Excellent organisations achieve sustained outstanding results that meet both 
	Excellent organisations achieve sustained outstanding results that meet both 
	the short and long term needs of all their stakeholders, within the context of their 
	operating environment.

	In.practice,.we.find.that.excellent.organisations:
	In.practice,.we.find.that.excellent.organisations:

	•..Gather.stakeholders’.needs.and.expectations.for.input.to.the.development.and.
	•..Gather.stakeholders’.needs.and.expectations.for.input.to.the.development.and.
	review of their strategy and supporting policies, remaining alert to any changes.

	•..Identify.and.understand.the.key.results.required.to.achieve.their.Mission.and.
	•..Identify.and.understand.the.key.results.required.to.achieve.their.Mission.and.
	evaluate progress towards the Vision and strategic goals.

	•..Define.and.use.a.balanced.set.of.results.to.review.progress,.provide.a.view.of.long.
	•..Define.and.use.a.balanced.set.of.results.to.review.progress,.provide.a.view.of.long.
	and short-term priorities and manage the expectations of the key stakeholders.

	•..Deploy.strategy.and.supporting.policies.in.a.systematic.manner.to.achieve.the.
	•..Deploy.strategy.and.supporting.policies.in.a.systematic.manner.to.achieve.the.
	desired.set.of.results,.with.clearly.defined.“cause.and.effect”.relationships.

	•..Establish.targets.based.on.comparisons.of.their.performance.with.other.
	•..Establish.targets.based.on.comparisons.of.their.performance.with.other.
	organisations, their current and potential organisational capability and their 
	strategic goals.

	•..Evaluate.the.set.of.results.achieved.to.improve.future.performance.and.provide.
	•..Evaluate.the.set.of.results.achieved.to.improve.future.performance.and.provide.
	sustainable benefits to all their stake holders.

	•..Deliver.high.levels.of.stakeholder.confidence.by.adopting.effective.mechanisms.
	•..Deliver.high.levels.of.stakeholder.confidence.by.adopting.effective.mechanisms.
	to understand future scenarios and effectively manage strategic, operational and 
	financial risks.

	•..E
	•..E
	nsure transparency of financial and non-financial reporting to relevant stakeholders, 
	including appropriate governance bodies, in line with their expectations.

	•..Ensure.that.their.leaders.are.provided.with.accurate.and.sufficient.information.to.
	•..Ensure.that.their.leaders.are.provided.with.accurate.and.sufficient.information.to.
	support them in timely decision making.

	The EFQM Excellence Model represented in the diagram above is a non-prescriptive 
	The EFQM Excellence Model represented in the diagram above is a non-prescriptive 
	framework based on nine criteria. Five of these are ‘Enablers’ and four are ‘Results’. The 
	‘Enabler’ criteria covers what an organisation does and how it does it. The ‘Results’ 
	criteria covers what an organisation achieves. ‘Results’ are caused by ‘Enablers’ and 
	‘Enablers’ are improved using feedback from ‘Results.’

	The arrows emphasise the dynamic nature of Model, showing learning, creativity and 
	The arrows emphasise the dynamic nature of Model, showing learning, creativity and 
	innovation helping to improve the Enablers that in turn lead to improved Results.

	Each of the nine criteria has a definition, which explains the high level meaning of 
	Each of the nine criteria has a definition, which explains the high level meaning of 
	that criterion. 

	To develop the high level meaning further, each criterion is supported by a number 
	To develop the high level meaning further, each criterion is supported by a number 
	of criterion parts. Criterion parts are statements that describe in further examples of 
	what, typically, can be seen in excellent organizations and should be considered in 
	the course of an assessment.

	Finally, below each criterion part are guidance points. Many of these guidance 
	Finally, below each criterion part are guidance points. Many of these guidance 
	points are directly linked to the Fundamental Concepts mentioned earlier. Use of 
	these guidance points is not mandatory. They are intended to give examples to aid 
	interpretation of the criterion part.


	Developing
	Developing
	Developing

	Organisational Capability
	Organisational Capability


	11
	11
	11


	Figure
	Harnessing
	Harnessing
	Harnessing

	Creativity & Innovation
	Creativity & Innovation


	Leading with Vision, 
	Leading with Vision, 
	Leading with Vision, 
	Inspiration & Integrity


	12
	12
	12


	Managing with Agility
	Managing with Agility
	Managing with Agility


	Succeeding through
	Succeeding through
	Succeeding through

	the Talent of People
	the Talent of People


	13
	13
	13


	Figure
	Sustaining
	Sustaining
	Sustaining

	Outstanding Results
	Outstanding Results


	14
	14
	14


	The Criteria
	The Criteria

	Business
	EFQM, 
	EFQM, 
	EFQM, 
	2012


	15
	15
	15


	Figure
	1. Leadership
	1. Leadership
	1. Leadership


	CRITERION DEFINITION
	CRITERION DEFINITION
	CRITERION DEFINITION

	Excellent organisations have leaders who shape the future and make it happen, acting 
	Excellent organisations have leaders who shape the future and make it happen, acting 
	as role models for its values and ethics and inspiring trust at all times. They are flexible, 
	enabling the organisation to anticipate and react in a timely manner to ensure the on-
	going success of the organisation.

	1a. Leaders develop the mission, vision, values and ethics and act as role models.
	1a. Leaders develop the mission, vision, values and ethics and act as role models.

	1b.  Leaders define, monitor, review and drive the improvement of the organisation’s 
	1b.  Leaders define, monitor, review and drive the improvement of the organisation’s 
	management system and performance.

	1c. Leaders engage with external stakeholders.
	1c. Leaders engage with external stakeholders.

	1d. Leaders reinforce a culture of excellence with the organisation’s people.
	1d. Leaders reinforce a culture of excellence with the organisation’s people.

	1e. Leaders ensure that the organisation is flexible and manages change effectively.
	1e. Leaders ensure that the organisation is flexible and manages change effectively.

	For example, leaders in excellent organisations:
	For example, leaders in excellent organisations:

	•
	•
	  Secure their future by defining and communicating a core purpose that provides 
	the basis for their overall Vision, Mission, values, ethics and corporate behaviour.

	•
	•
	  Champion the organisation’s values and are role models for integrity, social 
	responsibility and ethical behaviour, both internally and externally, to develop 
	and enhance the organisation’s reputation.

	•
	•
	  Set and communicate a clear direction and strategic focus; they unite their people 
	to share and achieve the organisation’s Mission, Vision and goals.

	•
	•
	  Develop and support a shared leadership culture for the organisation and review 
	and improve the effectiveness of personal leadership behaviours.

	For example, leaders in excellent organisations:
	For example, leaders in excellent organisations:

	•
	•
	  Define and use a balanced set of results to review progress, provide a view of long 
	and short term priorities and manage the expectations of the key stakeholders.

	•
	•
	 Understand and develop the underlying capabilities of the organisation.

	•
	•
	  Evaluate the set of results achieved to improve future performance and provide 
	sustainable benefits to all their stakeholders.

	•
	•
	  Base decisions on factually reliable information and use all available knowledge to 
	interpret current and predicted performance of the relevant processes.

	•
	•
	  Deliver high levels of stakeholder confidence by adopting effective mechanisms 
	to understand future scenarios and effectively manage strategic, operational and 
	financial risks.

	For example, leaders in excellent organisations:
	For example, leaders in excellent organisations:

	•
	•
	  Use approaches to understand, anticipate and respond to the different needs and 
	expectations of their key stakeholders. 

	•
	•
	  Establish shared values, accountability, ethics and a culture of trust and openness 
	throughout the value chain.

	•
	•
	  Are transparent and accountable to their stakeholders and society at large for their 
	performance and ensure their people act ethically, responsibly and with integrity. 

	•
	•
	  Ensure transparency of financial & non-financial reporting to relevant stakeholders, 
	including appropriate governance bodies, in line with their expectations.  

	•
	•
	  Encourage their stakeholders to participate in activities that contribute to wider 
	society.

	For example, leaders in excellent organisations:
	For example, leaders in excellent organisations:

	•
	•
	  Inspire people and create a culture of involvement, ownership, empowerment, 
	improvement and accountability through their actions, behaviours and experience.

	•
	•
	  Recognise sustainable advantage is dependent on the ability of leaders to learn 
	quickly and rapidly respond when necessary. 

	•
	•
	  Support people throughout the organisation to achieve their plans, objectives 
	and targets. 

	•
	•
	 Recognise their efforts and achievements in a timely and appropriate manner.

	•
	•
	  Promote a culture which supports the generation of new ideas and new ways of 
	thinking to encourage innovation and organisational development. 

	•
	•
	 Promote and encourage equal opportunities and diversity.

	For example, leaders in excellent organisations:
	For example, leaders in excellent organisations:

	•
	•
	  Are flexible; they demonstrate their ability to make sound, timely decisions, based 
	on available information, previous experience and knowledge, with consideration 
	of their potential impact.

	•
	•
	..Consider.“People,.Planet.and.Profit”.as.a.reference.when.balancing.the.sometimes.
	conflicting imperatives that they face.

	•
	•
	  Involve and seek support and contributions from all relevant stakeholders for 
	changes necessary to ensure the sustainable success of the organisation.

	•
	•
	  Effectively manage change through structured project management and focused 
	process improvement.

	•
	•
	 Use a structured approach for generating and prioritising creative ideas.

	•
	•
	  Test and refine the most promising ideas, allocating resources to realise them 
	within appropriate timescales.
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	CRITERION DEFINTION
	CRITERION DEFINTION
	CRITERION DEFINTION

	Excellent organisations implement their Mission and Vision by developing a 
	Excellent organisations implement their Mission and Vision by developing a 
	stakeholder focused strategy.  Policies, plans, objectives and processes are developed 
	and deployed to deliver the strategy.

	2a.  Strategy is based on understanding the needs and expectations of both 
	2a.  Strategy is based on understanding the needs and expectations of both 
	stakeholders and the external environment.

	2b. Strategy is based on understanding internal performance and capabilities.
	2b. Strategy is based on understanding internal performance and capabilities.

	2c. Strategy and supporting policies are developed, reviewed and updated.
	2c. Strategy and supporting policies are developed, reviewed and updated.

	2d. Strategy and supporting policies are communicated, implemented and monitored.
	2d. Strategy and supporting policies are communicated, implemented and monitored.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Gather.stakeholders’.needs.and.expectations.for.input.to.the.development.and.
	•..Gather.stakeholders’.needs.and.expectations.for.input.to.the.development.and.
	review of their strategy and supporting policies, remaining alert to any changes.

	•..Identify,.analyse.and.understand.external.indicators,.such.as.global.and.local.
	•..Identify,.analyse.and.understand.external.indicators,.such.as.global.and.local.
	economic, market and societal trends, which may affect the organisation. 

	•..Understand.and.anticipate.the.long.and.short-term.global.and.local.impact.of.
	•..Understand.and.anticipate.the.long.and.short-term.global.and.local.impact.of.
	changes to relevant political, legal, regulatory and compliance requirements. 

	•..Use.mechanisms.to.identify.changes.in.their.external.environment.and.translate.
	•..Use.mechanisms.to.identify.changes.in.their.external.environment.and.translate.
	these into potential future scenarios for the organisation. 

	For example, excellent organisations:
	For example, excellent organisations:

	•..Analyse.operational.performance.trends.to.understand.their.current.and.potential.
	•..Analyse.operational.performance.trends.to.understand.their.current.and.potential.
	capabilities and capacities and identify where development is needed to achieve 
	the strategic goals. 

	•..Analyse.data.and.information.regarding.existing.and.potential.partners’.core.
	•..Analyse.data.and.information.regarding.existing.and.potential.partners’.core.
	competencies and capabilities to understand how they complement the 
	organisation’s capabilities. 

	•..Determine.the.potential.impact.of.new.technologies.and.business.models.on.the.
	•..Determine.the.potential.impact.of.new.technologies.and.business.models.on.the.
	performance of the organisation. 

	•..Compare.their.performance.with.relevant.benchmarks.to.understand.their.relative.
	•..Compare.their.performance.with.relevant.benchmarks.to.understand.their.relative.
	strengths and areas for improvement. 

	For example, excellent organisations:
	For example, excellent organisations:

	•..Create.and.maintain.a.clear.strategy.and.supporting.policies.to.achieve.the.Mission.
	•..Create.and.maintain.a.clear.strategy.and.supporting.policies.to.achieve.the.Mission.
	and Vision of the organisation.

	•..Integrate.the.concepts.of.sustainability.within.their.core.strategy,.value.chain.and.
	•..Integrate.the.concepts.of.sustainability.within.their.core.strategy,.value.chain.and.
	process design and allocate the resources required to deliver these goals.

	•..Identify.and.understand.the.key.results.required.to.achieve.their.Mission.and.
	•..Identify.and.understand.the.key.results.required.to.achieve.their.Mission.and.
	evaluate progress towards the Vision and strategic goals. 

	•..Adopt.effective.mechanisms.to.manage.the.strategic.risks.identified.through.
	•..Adopt.effective.mechanisms.to.manage.the.strategic.risks.identified.through.
	scenario planning.

	•..Understand.their.key.competencies.and.how.they.can.generate.shared.value.to.
	•..Understand.their.key.competencies.and.how.they.can.generate.shared.value.to.
	benefit wider society.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Translate.their.strategies.into.aligned.processes,.projects.and.organisational.
	•..Translate.their.strategies.into.aligned.processes,.projects.and.organisational.
	structures, ensuring changes can be implemented with appropriate speed 
	throughout the value chain. 

	•..Establish.targets.based.on.comparisons.of.their.performance.with.other.
	•..Establish.targets.based.on.comparisons.of.their.performance.with.other.
	organisations, their current and potential organisational capability and their 
	strategic goals. 

	•..Ensure.that.financial,.physical.and.technological.resources.are.available.to.support.
	•..Ensure.that.financial,.physical.and.technological.resources.are.available.to.support.
	organisational development.

	•..Deploy.strategy.and.supporting.policies.in.a.systematic.manner.to.achieve.the.
	•..Deploy.strategy.and.supporting.policies.in.a.systematic.manner.to.achieve.the.
	desired.set.of.results,.with.clearly.defined.“cause.and.effect”.relationships.

	•..Set.clear.goals.and.objectives.for.innovation,.based.on.an.understanding.of.the.
	•..Set.clear.goals.and.objectives.for.innovation,.based.on.an.understanding.of.the.
	market and opportunities, supported by appropriate policies and resources.

	•.Communicate.strategy.and.supporting.policies.with.relevant.stakeholders.
	•.Communicate.strategy.and.supporting.policies.with.relevant.stakeholders.
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	Strategy is based on 
	Strategy is based on 
	understanding the needs 
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	2c. 
	2c. 
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	Strategy and supporting 
	Strategy and supporting 
	policies are developed, 
	reviewed and updated.
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	Figure
	3. People
	3. People
	3. People


	CRITERION DEFINTION
	CRITERION DEFINTION
	CRITERION DEFINTION

	Excellent organisations value their people and create a culture that allows the 
	Excellent organisations value their people and create a culture that allows the 
	mutually beneficial achievement of organisational and personal goals.  They 
	develop the capabilities of their people and promote fairness and equality.  They 
	care for, communicate, reward and recognise, in a way that motivates people, builds 
	commitment and enables them to use their skills and knowledge for the benefit of 
	the organisation.

	3a. People plans support the organisation’s strategy.
	3a. People plans support the organisation’s strategy.

	3b. People’s knowledge and capabilities are developed.
	3b. People’s knowledge and capabilities are developed.

	3c. People are aligned, involved and empowered.
	3c. People are aligned, involved and empowered.

	3d. People communicate effectively throughout the organisation.
	3d. People communicate effectively throughout the organisation.

	3e. People are rewarded, recognised and cared for.
	3e. People are rewarded, recognised and cared for.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Have.clearly.defined.the.people.performance.levels.required.to.achieve.the.
	•..Have.clearly.defined.the.people.performance.levels.required.to.achieve.the.
	strategic goals.

	•..Align.people.plans.with.their.strategy,.the.organisational.structure,.new.
	•..Align.people.plans.with.their.strategy,.the.organisational.structure,.new.
	technologies and key processes.

	•..Rapidly.adapt.their.organisational.structure.to.support.the.achievement.of.the.
	•..Rapidly.adapt.their.organisational.structure.to.support.the.achievement.of.the.
	strategic goals.

	•..Involve.employees,.and.their.representatives,.in.developing.and.reviewing.the.
	•..Involve.employees,.and.their.representatives,.in.developing.and.reviewing.the.
	people strategy, policies and plans, adopting creative and innovative approaches 
	when appropriate. 

	•..Manage.recruitment,.career.development,.mobility.and.succession.planning,.
	•..Manage.recruitment,.career.development,.mobility.and.succession.planning,.
	supported by appropriate policies, to ensure fairness and equal opportunities. 

	•..Use.people.surveys.and.other.forms.of.employee.feedback.to.improve.people.
	•..Use.people.surveys.and.other.forms.of.employee.feedback.to.improve.people.
	strategies, policies and plans.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Define.the.skills,.competencies.and.people.performance.levels.required.to.achieve.
	•..Define.the.skills,.competencies.and.people.performance.levels.required.to.achieve.
	the Mission, Vision and strategic goals.

	•..Effectively.plan.to.attract,.develop.and.retain.the.talents.required.to.meet.these.
	•..Effectively.plan.to.attract,.develop.and.retain.the.talents.required.to.meet.these.
	needs.

	•.Appraise.and.help.people.improve.their.performance.and.engagement.
	•.Appraise.and.help.people.improve.their.performance.and.engagement.

	•..Develop.people’s.skills.and.competencies.to.ensure.their.future.mobility.and.
	•..Develop.people’s.skills.and.competencies.to.ensure.their.future.mobility.and.
	employability.

	•..Ensure.their.people.have.the.necessary.competencies,.resources.and.opportunity.
	•..Ensure.their.people.have.the.necessary.competencies,.resources.and.opportunity.
	to be able to maximise their contribution.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Align.personal.and.team.objectives,.and.empower.people.to.realise.their.full.
	•..Align.personal.and.team.objectives,.and.empower.people.to.realise.their.full.
	potential in a spirit of true partnership.

	•..Recognise.that.innovation.can.apply.to.products,.processes,.marketing,.
	•..Recognise.that.innovation.can.apply.to.products,.processes,.marketing,.
	organisational structures and business models.

	•..Create.a.culture.of.creativity.and.innovation.across.the.organisation,.ensuring.
	•..Create.a.culture.of.creativity.and.innovation.across.the.organisation,.ensuring.
	people have an open mind-set and can respond quickly to challenges they face.

	•..Encourage.their.people.to.be.ambassadors.of.the.organisations’.image.and.
	•..Encourage.their.people.to.be.ambassadors.of.the.organisations’.image.and.
	reputation.

	•..Inspire.participation.in.activities.that.contribute.to.wider.society.
	•..Inspire.participation.in.activities.that.contribute.to.wider.society.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Understand.the.communication.needs.of.their.people.and.use.appropriate.
	•..Understand.the.communication.needs.of.their.people.and.use.appropriate.
	strategies and tools to maintain a dialogue.  

	•..Communicate.a.clear.direction.and.strategic.focus.to.ensure.that.people.
	•..Communicate.a.clear.direction.and.strategic.focus.to.ensure.that.people.
	understand and can demonstrate their contribution to the organisation’s on-
	going success. 

	•..Enable.and.encourage.the.sharing.of.information,.knowledge.and.best.practices,.
	•..Enable.and.encourage.the.sharing.of.information,.knowledge.and.best.practices,.
	achieving a dialogue throughout the organisation. 

	•..Develop.a.culture.that.continually.seeks.to.improve.the.effectiveness.of.
	•..Develop.a.culture.that.continually.seeks.to.improve.the.effectiveness.of.
	collaboration and teamwork throughout their value chain.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Align.remuneration,.benefits.and.terms.of.employment.with.transparent.strategies.
	•..Align.remuneration,.benefits.and.terms.of.employment.with.transparent.strategies.
	and policies.

	•..Motivate.people.to.become.involved.in.improvement.and.innovation.and.
	•..Motivate.people.to.become.involved.in.improvement.and.innovation.and.
	recognise their efforts and achievements.  

	•..Ensure.a.healthy.work./.life.balance.in.the.reality.of.24/7.connectivity,.increasing.
	•..Ensure.a.healthy.work./.life.balance.in.the.reality.of.24/7.connectivity,.increasing.
	globalisation and new ways of working. 

	•..Promote.a.culture.of.mutual.support,.recognition.and.care.between.individuals.
	•..Promote.a.culture.of.mutual.support,.recognition.and.care.between.individuals.
	and between teams. 

	•..Respect.and.embrace.the.diversity.of.their.people.and.the.communities.and.
	•..Respect.and.embrace.the.diversity.of.their.people.and.the.communities.and.
	markets the organisation serves.


	Figure
	3a.
	3a.
	3a.

	 People plans support the 
	 People plans support the 
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	People are aligned, 
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	4. Partnerships
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	& Resources
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	CRITERION DEFINTION
	CRITERION DEFINTION
	CRITERION DEFINTION

	Excellent organisations plan and manage external partnerships, suppliers and internal 
	Excellent organisations plan and manage external partnerships, suppliers and internal 
	resources in order to support their strategy, policies and the effective operation of 
	processes.  They ensure that they effectively manage their environmental and societal 
	impact.

	4a. Partners and suppliers are managed for sustainable benefit.
	4a. Partners and suppliers are managed for sustainable benefit.

	4b. Finances are managed to secure sustained success.
	4b. Finances are managed to secure sustained success.

	4c.  Buildings, equipment, materials and natural resources are managed in a sustainable 
	4c.  Buildings, equipment, materials and natural resources are managed in a sustainable 
	way.

	4d. Technology is managed to support the delivery of strategy.
	4d. Technology is managed to support the delivery of strategy.

	4e.  Information and knowledge are managed to support effective decision making 
	4e.  Information and knowledge are managed to support effective decision making 
	and to build the organisation’s capability.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Segment.partners.and.suppliers,.in.line.with.the.organisation’s.strategy,.and.adopt.
	•..Segment.partners.and.suppliers,.in.line.with.the.organisation’s.strategy,.and.adopt.
	appropriate policies and processes for effectively working together.

	•..Build.a.sustainable.relationship.with.partners.and.suppliers.based.on.mutual.trust,.
	•..Build.a.sustainable.relationship.with.partners.and.suppliers.based.on.mutual.trust,.
	respect and openness.

	•..Ensure.partners.and.suppliers.operate.in.line.with.the.organisation’s.strategies.
	•..Ensure.partners.and.suppliers.operate.in.line.with.the.organisation’s.strategies.
	and values.

	•..Establish.appropriate.networks.to.enable.them.to.identify.potential.partnership.
	•..Establish.appropriate.networks.to.enable.them.to.identify.potential.partnership.
	opportunities to enhance their capabilities and ability to generate additional 
	stakeholder value.

	•..Work.together.with.partners.to.achieve.mutual.benefit.and.enhanced.value.for.
	•..Work.together.with.partners.to.achieve.mutual.benefit.and.enhanced.value.for.
	their respective stakeholders, supporting one another with expertise, resources 
	and knowledge.

	For example, excellent organisations:
	For example, excellent organisations:

	•...Use.financial.strategies,.policies.and.processes.to.support.the.overall.strategy.of.
	•...Use.financial.strategies,.policies.and.processes.to.support.the.overall.strategy.of.
	the organisation and ensuring financial resilience. 

	•...Design.the.financial.planning,.control,.reporting.and.review.processes.to.optimise.
	•...Design.the.financial.planning,.control,.reporting.and.review.processes.to.optimise.
	the use of resources. 

	•...Allocate.resources.to.provide.for.long-range.needs.rather.than.just.short-term.
	•...Allocate.resources.to.provide.for.long-range.needs.rather.than.just.short-term.
	gain and, where relevant, become and remain competitive.

	•...Use.financial.governance.processes,.tailored.to.all.appropriate.levels.in.the.
	•...Use.financial.governance.processes,.tailored.to.all.appropriate.levels.in.the.
	organisation. 

	•...Evaluate,.select.and.validate.investment.in,.and.divestment.of,.both.tangible.and.
	•...Evaluate,.select.and.validate.investment.in,.and.divestment.of,.both.tangible.and.
	non-tangible assets, respecting their long- term economic, societal and ecological 
	effects.

	For example, excellent organisations:
	For example, excellent organisations:

	•...Use.strategies,.policies.and.processes.for.managing.buildings,.equipment.and.
	•...Use.strategies,.policies.and.processes.for.managing.buildings,.equipment.and.
	materials in a financial and environmentally sustainable way. 

	•...Optimise.the.use.and.effectively.manage.the.lifecycle.and.physical.security.of.their.
	•...Optimise.the.use.and.effectively.manage.the.lifecycle.and.physical.security.of.their.
	tangible assets, including buildings, equipment and materials. 

	•...Measure.and.optimise.the.impact.of.their.operations,.product.lifecycle.and.
	•...Measure.and.optimise.the.impact.of.their.operations,.product.lifecycle.and.
	services on public health, safety and the environment.

	•...Minimise.their.local.and.global.environmental.impact,.including.setting.
	•...Minimise.their.local.and.global.environmental.impact,.including.setting.
	challenging goals for meeting and exceeding legal standards and requirements.

	•...Actively.advance.the.economic,.environmental.and.social.standards.within.their.
	•...Actively.advance.the.economic,.environmental.and.social.standards.within.their.
	sector.

	For example, excellent organisations:
	For example, excellent organisations:

	•.Manage.a.technology.portfolio.that.supports.the.organisation’s.overall.strategy..
	•.Manage.a.technology.portfolio.that.supports.the.organisation’s.overall.strategy..

	•..Evaluate.and.develop.the.technology.portfolio.to.improve.the.agility.of.processes,.
	•..Evaluate.and.develop.the.technology.portfolio.to.improve.the.agility.of.processes,.
	projects and the organisation.

	•..Involve.relevant.stakeholders.in.the.development.and.deployment.of.new.
	•..Involve.relevant.stakeholders.in.the.development.and.deployment.of.new.
	technologies to maximise the benefits generated. 

	•..Identify.and.evaluate.alternative.and.emerging.technologies.in.the.light.of.their.
	•..Identify.and.evaluate.alternative.and.emerging.technologies.in.the.light.of.their.
	impact on organisational performance and capabilities and the environment. 

	•.Use.technology.to.support.the.culture.of.creativity.and.innovation.
	•.Use.technology.to.support.the.culture.of.creativity.and.innovation.

	For example, excellent organisations:
	For example, excellent organisations:

	•
	•
	  Ensure that their leaders are provided with accurate and sufficient information to 
	support them in timely decision making.

	•
	•
	  Transform data into information and where relevant into knowledge that can be 
	shared and effectively used. 

	•
	•
	   Establish approaches to engage relevant stakeholders and use their collective 
	knowledge in generating ideas and innovation.

	•
	•
	  Provide and monitor access to relevant information and knowledge for their 
	people and external users, whilst ensuring both security and the organisation’s 
	intellectual property are protected. 

	•
	•
	  Establish and manage learning and collaboration networks to identify 
	opportunities for creativity, innovation and improvement.

	•
	•
	  Transform ideas into reality within timescales that maximise the advantages that 
	can be gained.
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	CRITERION DEFINTION
	CRITERION DEFINTION
	CRITERION DEFINTION

	Excellent organisations design, manage and improve processes, products and services 
	Excellent organisations design, manage and improve processes, products and services 
	to generate increasing value for customers and other stakeholders.

	5a. Processes are designed and managed to optimise stakeholder value.
	5a. Processes are designed and managed to optimise stakeholder value.

	5b. Products and services are developed to create optimum value for customers.
	5b. Products and services are developed to create optimum value for customers.

	5c. Products and services are effectively promoted and marketed.
	5c. Products and services are effectively promoted and marketed.

	5d. Products and services are produced, delivered and managed.
	5d. Products and services are produced, delivered and managed.

	5e. Customer relationships are managed and enhanced.
	5e. Customer relationships are managed and enhanced.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Use.a.framework.of.key.processes.to.implement.the.organisation’s.strategy.
	•..Use.a.framework.of.key.processes.to.implement.the.organisation’s.strategy.

	•..Manage.the.end.to.end.processes,.including.processes.that.extend.beyond.the.
	•..Manage.the.end.to.end.processes,.including.processes.that.extend.beyond.the.
	boundaries of the organisation.

	•..Ensure.process.owners.understand.their.role.and.responsibility.in.developing,.
	•..Ensure.process.owners.understand.their.role.and.responsibility.in.developing,.
	maintaining and improving processes.

	•..Develop.a.meaningful.mix.of.process.performance.indicators.and.related.outcome.
	•..Develop.a.meaningful.mix.of.process.performance.indicators.and.related.outcome.
	measures, enabling the review of the efficiency and effectiveness of the key 
	processes and their contributions towards the strategic goals.

	•..Use.data.on.the.current.performance.and.capabilities.of.their.processes,.as.well.as.
	•..Use.data.on.the.current.performance.and.capabilities.of.their.processes,.as.well.as.
	appropriate benchmarks, to drive improvement, creativity and innovation. 

	For example, excellent organisations:
	For example, excellent organisations:

	•..Strive.to.innovate.and.create.value.for.their.customers,.involving.them.and.other.
	•..Strive.to.innovate.and.create.value.for.their.customers,.involving.them.and.other.
	stakeholders, where appropriate, in the development of new and innovative 
	products, services and experiences.

	•..Use.market.research,.customer.surveys.and.other.forms.of.feedback.to.anticipate.
	•..Use.market.research,.customer.surveys.and.other.forms.of.feedback.to.anticipate.
	and identify improvements aimed at enhancing the product and service portfolio.

	•..Develop.their.portfolio.in.line.with.the.changing.needs.of.existing.and.potential.
	•..Develop.their.portfolio.in.line.with.the.changing.needs.of.existing.and.potential.
	customer groups.

	•..Design.their.product.and.service.portfolio.and.actively.manage.the.full.product.
	•..Design.their.product.and.service.portfolio.and.actively.manage.the.full.product.
	lifecycle in a responsible way.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Know.who.their.different.customers.groups.are,.both.existing.and.potential,.and.
	•..Know.who.their.different.customers.groups.are,.both.existing.and.potential,.and.
	anticipate their different needs and expectations.

	•..Transform.needs,.expectations.and.potential.requirements.into.attractive.and.
	•..Transform.needs,.expectations.and.potential.requirements.into.attractive.and.
	sustainable value propositions for both existing and potential customers.

	•..Implement.the.business.model.by.defining.their.value.proposition,.“unique.selling.
	•..Implement.the.business.model.by.defining.their.value.proposition,.“unique.selling.
	points”,.positioning,.target.customer.groups.and.distribution.channels..

	•..Develop.marketing.strategies.to.promote.their.products.and.services.to.target.
	•..Develop.marketing.strategies.to.promote.their.products.and.services.to.target.
	customers and user groups.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Produce.and.deliver.products.and.services.to.meet,.or.exceed,.customer.needs.
	•..Produce.and.deliver.products.and.services.to.meet,.or.exceed,.customer.needs.
	and expectations, in line with the offered value proposition. 

	•..Develop.an.effective.and.efficient.value.chain.to.ensure.they.can.consistently.
	•..Develop.an.effective.and.efficient.value.chain.to.ensure.they.can.consistently.
	deliver on their promised value proposition.

	•..Ensure.people.have.the.necessary.resources,.competencies.and.empowerment.to.
	•..Ensure.people.have.the.necessary.resources,.competencies.and.empowerment.to.
	maximise the customer experience. 

	•..Manage.products.and.services.throughout.their.lifecycle,.including.reusing.and.
	•..Manage.products.and.services.throughout.their.lifecycle,.including.reusing.and.
	recycling where appropriate, considering any impact on public health, safety and 
	the environment. 

	•..Compare.their.performance.with.relevant.benchmarks.and.learn.from.their.
	•..Compare.their.performance.with.relevant.benchmarks.and.learn.from.their.
	strengths and opportunities for improvement in order to maximise the value 
	generated for customers.

	For example, excellent organisations:
	For example, excellent organisations:

	•..Segment.customers,.in.line.with.the.organisation’s.strategy,.and.adopt.appropriate.
	•..Segment.customers,.in.line.with.the.organisation’s.strategy,.and.adopt.appropriate.
	policies and processes for effectively managing the relationship.

	•.Determine.and.meet.customers’.day-to-day.and.long-term.contact.requirements.
	•.Determine.and.meet.customers’.day-to-day.and.long-term.contact.requirements.

	•..Build.and.maintain.a.dialogue.with.customers,.based.on.openness.and.
	•..Build.and.maintain.a.dialogue.with.customers,.based.on.openness.and.
	transparency.

	•..Continually.monitor.and.review.the.experiences.and.perceptions.of.their.customers.
	•..Continually.monitor.and.review.the.experiences.and.perceptions.of.their.customers.
	and ensure processes are aligned to respond appropriately to any feedback.

	•..Ensure.customers.are.clear.on.their.responsibilities.with.regards.to.the.use.of.
	•..Ensure.customers.are.clear.on.their.responsibilities.with.regards.to.the.use.of.
	products and services.


	Figure
	5a.
	5a.
	5a.

	Processes are designed 
	Processes are designed 
	and managed to 
	optimise stakeholder 
	value.

	(20 points max)
	(20 points max)


	5b.
	5b.
	5b.

	Products and services 
	Products and services 
	are developed to create 
	optimum value for 
	customers.

	(20 points max)
	(20 points max)


	5c.
	5c.
	5c.

	Products and services 
	Products and services 
	are effectively promoted 
	and marketed.

	(20 points max)
	(20 points max)
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	5d.
	5d.
	5d.

	Products and services are 
	Products and services are 
	produced, delivered and 
	managed.

	(20 points max)
	(20 points max)
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	5e.

	Customer relationships 
	Customer relationships 
	are managed and 
	enhanced.

	(20 points max)
	(20 points max)
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	Figure
	6. Customer Results
	6. Customer Results
	6. Customer Results


	CRITERION DEFINTION 
	CRITERION DEFINTION 
	CRITERION DEFINTION 

	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	the needs and expectations of their customers.

	In practice, we find that excellent organisations:
	In practice, we find that excellent organisations:

	•..Use.a.set.of.perception.measures.and.related.performance.indicators.to.determine.
	•..Use.a.set.of.perception.measures.and.related.performance.indicators.to.determine.
	the successful deployment of their strategy and supporting policies, based on the 
	needs and expectations of their customers.

	•..Set.clear.targets.for.the.key.customer.results.based.on.the.needs.and.expectations.
	•..Set.clear.targets.for.the.key.customer.results.based.on.the.needs.and.expectations.
	of their customers, in line with their chosen strategy.

	•..Segment.results.to.understand.the.experience,.needs.and.expectations.of.specific.
	•..Segment.results.to.understand.the.experience,.needs.and.expectations.of.specific.
	customer groups.

	•.Demonstrate.positive.or.sustained.good.customer.results.over.at.least.3.years.
	•.Demonstrate.positive.or.sustained.good.customer.results.over.at.least.3.years.

	•..Clearly.understand.the.underlying.reasons.and.drivers.of.observed.trends.and.the.
	•..Clearly.understand.the.underlying.reasons.and.drivers.of.observed.trends.and.the.
	impact these results will have on other performance indicators, perceptions and 
	related outcomes.

	•..Have.confidence.in.their.future.performance.and.results.based.on.their.
	•..Have.confidence.in.their.future.performance.and.results.based.on.their.
	understanding of the cause and effect relationships established.

	•..Understand.how.their.key.customer.results.compare.to.similar.organisations.and.
	•..Understand.how.their.key.customer.results.compare.to.similar.organisations.and.
	use this data, where relevant, for target setting. 

	These are the customers’ perceptions of the organisation.  These may be obtained 
	These are the customers’ perceptions of the organisation.  These may be obtained 
	from a number of sources, including surveys, focus groups, ratings, compliments 
	and complaints.  These perceptions should give a clear understanding of the 
	effectiveness, from the customers’ perspective, of the deployment and outcomes of 
	the organisation’s customer strategy, supporting policies and processes.

	MEASURES COULD INCLUDE PERCEPTIONS OF:
	MEASURES COULD INCLUDE PERCEPTIONS OF:

	•.Reputation.and.image.
	•.Reputation.and.image.

	•.Product.and.service.value.
	•.Product.and.service.value.

	•.Product.and.service.delivery.
	•.Product.and.service.delivery.

	•.Customer.service,.relationship.and.support.
	•.Customer.service,.relationship.and.support.

	•.Customer.loyalty.and.engagement.
	•.Customer.loyalty.and.engagement.

	These are the internal measures used by the organisation in order to monitor, 
	These are the internal measures used by the organisation in order to monitor, 
	understand, predict and improve the performance of the organisation and to predict 
	their impact on the perceptions of its customers.  These indicators should give a clear 
	understanding of the deployment and impact of the organisation’s customer strategy, 
	supporting policies and processes.

	MEASURES COULD INCLUDE:
	MEASURES COULD INCLUDE:

	•.Product.and.service.delivery.
	•.Product.and.service.delivery.

	•.Customer.service,.relationships.and.support.
	•.Customer.service,.relationships.and.support.

	•.Complaints.handling.
	•.Complaints.handling.

	•.Involvement.of.customers.and.partners.in.the.design.of.products,.processes,.etc..
	•.Involvement.of.customers.and.partners.in.the.design.of.products,.processes,.etc..
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	Perceptions. 
	Perceptions. 


	26
	26
	26


	6b.
	6b.
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	Performance Indicators 
	Performance Indicators 
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	Figure
	CRITERION DEFINTION 
	CRITERION DEFINTION 
	CRITERION DEFINTION 

	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	the needs and expectations of their people.

	In practice, we find that excellent organisations:
	In practice, we find that excellent organisations:

	•..Use.a.set.of.perception.measures.and.related.performance.indicators.to.determine.
	•..Use.a.set.of.perception.measures.and.related.performance.indicators.to.determine.
	the successful deployment of their strategy and supporting policies, based on the 
	needs and expectations of their people.

	•..Set.clear.targets.for.key.people.results.based.on.the.needs.and.expectations.of.
	•..Set.clear.targets.for.key.people.results.based.on.the.needs.and.expectations.of.
	their people, in line with their chosen strategy.

	•..Segment.results.to.understand.the.experience,.needs.and.expectations.of.specific.
	•..Segment.results.to.understand.the.experience,.needs.and.expectations.of.specific.
	groups of people within their organisation.

	•.Demonstrate.positive.or.sustained.good.people.results.over.at.least.3.years.
	•.Demonstrate.positive.or.sustained.good.people.results.over.at.least.3.years.

	•..Clearly.understand.the.underlying.reasons.for.and.drivers.of.observed.trends.and.
	•..Clearly.understand.the.underlying.reasons.for.and.drivers.of.observed.trends.and.
	the impact these results will have on other performance indicators and related 
	outcomes.

	•..Have.confidence.in.their.future.performance.and.results.based.on.their.
	•..Have.confidence.in.their.future.performance.and.results.based.on.their.
	understanding of the cause and effect relationships established.

	•..Understand.how.the.key.people.results.compare.to.similar.organisations,.and.use.
	•..Understand.how.the.key.people.results.compare.to.similar.organisations,.and.use.
	this data, where relevant, for target setting.

	These are the people’s perception of the organisation. These may be obtained from 
	These are the people’s perception of the organisation. These may be obtained from 
	a number of sources, including surveys, focus groups, interviews and structured 
	appraisals.  These perceptions should give a clear understanding of the effectiveness, 
	from the people’s perspective of the deployment and outcomes of the organisation’s 
	people strategy and supporting policies and processes.

	MEASURES COULD INCLUDE PERCEPTIONS OF:
	MEASURES COULD INCLUDE PERCEPTIONS OF:

	•..Satisfaction,.involvement.and.engagement
	•..Satisfaction,.involvement.and.engagement

	•.Motivation.and.empowerment
	•.Motivation.and.empowerment

	•.Leadership.and.management
	•.Leadership.and.management

	•.Competency.and.performance.management
	•.Competency.and.performance.management

	•.Training.and.career.development
	•.Training.and.career.development

	•.Effective.communications
	•.Effective.communications

	•.Working.conditions
	•.Working.conditions

	These are the internal measures used by the organisation in order to monitor, 
	These are the internal measures used by the organisation in order to monitor, 
	understand, predict and improve the performance of the organisation’s people 
	and to predict their impact on perceptions.  These indicators should give a clear 
	understanding of the deployment and impact of the organisation’s people strategy 
	and supporting policies and processes.

	MEASURES COULD INCLUDE:
	MEASURES COULD INCLUDE:

	•.Involvement.and.engagement.activities
	•.Involvement.and.engagement.activities

	•.Competency.and.performance.management.activities.
	•.Competency.and.performance.management.activities.

	•.Leadership.performance
	•.Leadership.performance

	•.Training.and.career.development.activities.
	•.Training.and.career.development.activities.

	•.Internal.communications
	•.Internal.communications


	7. People Results
	7. People Results
	7. People Results


	Figure
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	7a.

	Perceptions.
	Perceptions.
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	7b.
	7b.
	7b.

	Performance Indicators.
	Performance Indicators.
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	Figure
	CRITERION DEFINTION 
	CRITERION DEFINTION 
	CRITERION DEFINTION 

	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	the needs and expectations of relevant stakeholders within society.

	In practice, we find that excellent organisations:
	In practice, we find that excellent organisations:

	•..Use.a.set.of.perception.measures.and.related.performance.indicators.to.determine.
	•..Use.a.set.of.perception.measures.and.related.performance.indicators.to.determine.
	the successful deployment of their strategy and supporting policies, based on the 
	needs and expectations of the relevant external stakeholders.

	•..Set.clear.targets.for.key.society.results.based.on.the.needs.and.expectations.of.the.
	•..Set.clear.targets.for.key.society.results.based.on.the.needs.and.expectations.of.the.
	relevant stakeholders within society, in line with their chosen strategy.

	•..Segment.results.to.understand.the.experience,.needs.and.expectations.of.relevant.
	•..Segment.results.to.understand.the.experience,.needs.and.expectations.of.relevant.
	stakeholders within society.

	•..Demonstrate.positive.or.sustained.good.society.results.over.at.least.3.years.
	•..Demonstrate.positive.or.sustained.good.society.results.over.at.least.3.years.

	•..Clearly.understand.the.underlying.reasons.and.drivers.of.observed.trends.and.
	•..Clearly.understand.the.underlying.reasons.and.drivers.of.observed.trends.and.
	the impact these results will have on other performance indicators and related 
	outcomes.

	•..Have.confidence.in.their.future.performance.and.results.based.on.their.
	•..Have.confidence.in.their.future.performance.and.results.based.on.their.
	understanding of the cause and effect relationships established.

	•..Understand.how.their.key.society.results.compare.to.similar.organisations.and.use.
	•..Understand.how.their.key.society.results.compare.to.similar.organisations.and.use.
	this data, where relevant, for target setting. 

	This is society’s perception of the organisation. This may be obtained from a 
	This is society’s perception of the organisation. This may be obtained from a 
	number of sources, including surveys, reports, press articles, public meetings, Non-
	Governmental Organisations, public representatives and governmental authorities.  
	These perceptions should give a clear understanding of the effectiveness, from 
	society’s perspective of the deployment and outcomes of the organisation’s societal 
	and environmental strategy and supporting policies and processes.

	MEASURES COULD INCLUDE PERCEPTIONS OF:
	MEASURES COULD INCLUDE PERCEPTIONS OF:

	•..Environmental.impact
	•..Environmental.impact

	•..Image.and.reputation
	•..Image.and.reputation

	•..Societal.impact.
	•..Societal.impact.

	•..Workplace.impact.
	•..Workplace.impact.

	•..Awards.and.media.coverage
	•..Awards.and.media.coverage

	These are the internal measures used by the organisation in order to monitor, 
	These are the internal measures used by the organisation in order to monitor, 
	understand, predict and improve the performance of the organisation and to predict 
	their impact on the perceptions of the relevant stakeholder within society.  These 
	indicators should give a clear understanding of the deployment and impact of the 
	organisation’s societal and environmental strategy and supporting policies and 
	processes.

	MEASURES COULD INCLUDE:
	MEASURES COULD INCLUDE:

	•.Environmental,.economic.and.societal.activities
	•.Environmental,.economic.and.societal.activities

	•.Regulatory.and.governance.compliance
	•.Regulatory.and.governance.compliance

	•.Health.and.safety.performance
	•.Health.and.safety.performance

	•.Responsible.sourcing.and.procurement.performance
	•.Responsible.sourcing.and.procurement.performance


	8. Society Results
	8. Society Results
	8. Society Results


	Figure
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	Perceptions.
	Perceptions.
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	8b.
	8b.
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	Performance Indicators
	Performance Indicators
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	Figure
	CRITERION DEFINTION 
	CRITERION DEFINTION 
	CRITERION DEFINTION 

	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	Excellent organisations achieve and sustain outstanding results that meet or exceed 
	the needs and expectations of their business stakeholders.

	In practice, we find that excellent organisations:
	In practice, we find that excellent organisations:

	•...Develop.a.set.of.key.financial.and.non-financial.results.to.determine.the.successful.
	•...Develop.a.set.of.key.financial.and.non-financial.results.to.determine.the.successful.
	deployment of their strategy, based on the needs and expectations of their 
	business stakeholders.

	•...Set.clear.targets.for.key.business.results.based.on.the.needs.and.expectations.of.
	•...Set.clear.targets.for.key.business.results.based.on.the.needs.and.expectations.of.
	their business stakeholders, in line with their chosen strategy.

	•...Segment.results.to.understand.the.performance.of.specific.areas.of.the.organisation.
	•...Segment.results.to.understand.the.performance.of.specific.areas.of.the.organisation.
	and the experience, needs and expectations of business stakeholders.

	•..Demonstrate.positive.or.sustained.good.business.results.over.at.least.3.years.
	•..Demonstrate.positive.or.sustained.good.business.results.over.at.least.3.years.

	•...Clearly.understand.the.underlying.reasons.and.drivers.of.observed.trends.and.the.
	•...Clearly.understand.the.underlying.reasons.and.drivers.of.observed.trends.and.the.
	impact these results will have on other performance indicators and related outcomes.

	•...Have.confidence.in.their.future.performance.and.results.based.on.their.
	•...Have.confidence.in.their.future.performance.and.results.based.on.their.
	understanding of the cause and effect relationships established.

	•...Understand.how.their.key.business.results.compare.to.similar.organisations.and.
	•...Understand.how.their.key.business.results.compare.to.similar.organisations.and.
	use this data, where relevant, for target setting.

	These
	These
	 are the key financial and non-financial business outcomes which demonstrate 
	the success of the organisation’s deployment of their strategy.  The set of measures 
	and relevant targets will be defined and agreed with the business stakeholders.

	OUTCOME MEASURES COULD INCLUDE:
	OUTCOME MEASURES COULD INCLUDE:

	•.Financial.outcomes
	•.Financial.outcomes

	•.Business.stakeholder.perceptions.
	•.Business.stakeholder.perceptions.

	•.Performance.against.budget
	•.Performance.against.budget

	•.Volume.of.key.products.or.services.delivered
	•.Volume.of.key.products.or.services.delivered

	•.Key.process.outcomes
	•.Key.process.outcomes

	These
	These
	 are the key financial and non-financial business indicators that are used to 
	measure the organisation’s operational performance.  They help monitor, understand, 
	predict and improve the organisation’s likely business outcomes. 

	MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:
	MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:

	•.Financial.indicators
	•.Financial.indicators

	•.Project.costs
	•.Project.costs

	•.Key.process.performance.indicators
	•.Key.process.performance.indicators

	•.
	•.
	Partner and supplier performance

	•.
	•.
	Technology, information and knowledge 


	9. Business Results
	9. Business Results
	9. Business Results


	Figure
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	Business Outcomes
	Business Outcomes


	9b.
	9b.
	9b.

	Business Performance 
	Business Performance 
	Indicators
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	Integration of the Fundamental 
	Integration of the Fundamental 
	Integration of the Fundamental 
	Concepts within the Criteria

	One of the aims of this revision of the EFQM Excellence Model was to achieve a full integration of the 
	One of the aims of this revision of the EFQM Excellence Model was to achieve a full integration of the 
	Fundamental Concepts of Excellence and the framework of the Model. 

	The
	The
	 Fundamental Concepts were reviewed and updated first and these were used as the basis for the bullet 
	points in the criterion parts of the EFQM Excellence Model. In some cases, the text from the Fundamental 
	Concepts is repeated in its entirety in the relevant criterion parts. In other cases, the text from the Fundamental 
	Concepts has been adapted to fit the specific context of the criterion part.

	This is illustrated in the table below.
	This is illustrated in the table below.


	Criterion
	Criterion
	Criterion
	Criterion
	Criterion
	Criterion
	Criterion


	1. Leadership
	1. Leadership
	1. Leadership


	2. Strategy
	2. Strategy
	2. Strategy


	3. People
	3. People
	3. People


	4. Parnters & 
	4. Parnters & 
	4. Parnters & 
	Resources


	5. Processes, 
	5. Processes, 
	5. Processes, 
	Products & Services



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	a
	a
	a


	b
	b
	b


	c
	c
	c


	d
	d
	d


	e
	e
	e


	a
	a
	a


	b
	b
	b


	c
	c
	c


	d
	d
	d


	a
	a
	a


	b
	b
	b


	c
	c
	c


	d
	d
	d


	e
	e
	e


	a
	a
	a


	b
	b
	b


	c
	c
	c


	d
	d
	d


	e
	e
	e


	a
	a
	a


	b
	b
	b


	c
	c
	c


	d
	d
	d


	e
	e
	e



	Adding Value for 
	Adding Value for 
	Adding Value for 
	Adding Value for 
	Customers



	Creating a 
	Creating a 
	Creating a 
	Creating a 
	Sustainable Future



	Development 
	Development 
	Development 
	Development 
	Organisational 
	Capability



	Harnessing Creativity 
	Harnessing Creativity 
	Harnessing Creativity 
	Harnessing Creativity 
	& Innovation



	Leading with Vision, 
	Leading with Vision, 
	Leading with Vision, 
	Leading with Vision, 
	Inspiration & Integrity



	Managing with Agility
	Managing with Agility
	Managing with Agility
	Managing with Agility



	Succeeding through 
	Succeeding through 
	Succeeding through 
	Succeeding through 
	the Talent of People



	Sustaining 
	Sustaining 
	Sustaining 
	Sustaining 
	Outstanding Results
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	Figure
	RADAR
	RADAR
	RADAR


	Figure
	EFQM, 
	EFQM, 
	EFQM, 
	2012


	The RADAR logic is a dynamic assessment framework and powerful management tool that provides a structured 
	The RADAR logic is a dynamic assessment framework and powerful management tool that provides a structured 
	The RADAR logic is a dynamic assessment framework and powerful management tool that provides a structured 
	approach to questioning the performance of an organisation.

	At.the.highest.level,.RADAR.logic.states.that.an.organisation.needs.to:
	At.the.highest.level,.RADAR.logic.states.that.an.organisation.needs.to:

	•..Determine.the.Results.it.is.aiming.to.achieve.as.part.of.its.strategy.
	•..Determine.the.Results.it.is.aiming.to.achieve.as.part.of.its.strategy.

	•...Plan.and.develop.an.integrated.set.of.sound.Approaches.to.deliver.the.required.results.both.now.and.in.the.
	•...Plan.and.develop.an.integrated.set.of.sound.Approaches.to.deliver.the.required.results.both.now.and.in.the.
	future.

	•.Deploy.the.approaches.in.a.systematic.way.to.ensure.implementation.
	•.Deploy.the.approaches.in.a.systematic.way.to.ensure.implementation.

	•..Assess.and.refine.the.deployed.approaches.based.on.monitoring.and.analysis.of.the.results.achieved.and.
	•..Assess.and.refine.the.deployed.approaches.based.on.monitoring.and.analysis.of.the.results.achieved.and.
	ongoing learning activities.
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	To help support robust analysis, the RADAR matrices break down each element into a series of 
	To help support robust analysis, the RADAR matrices break down each element into a series of 
	To help support robust analysis, the RADAR matrices break down each element into a series of 
	attributes, shown below:


	Analysis of Enablers: 
	Analysis of Enablers: 
	Analysis of Enablers: 


	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS


	ATTRIBUTES
	ATTRIBUTES
	ATTRIBUTES


	GUIDANCE
	GUIDANCE
	GUIDANCE



	Approach
	Approach
	Approach
	Approach


	Sound
	Sound
	Sound


	The approach have a clear rationale based on the 
	The approach have a clear rationale based on the 
	The approach have a clear rationale based on the 
	relevant stakeholder needs and are process based.



	TR
	Integrated
	Integrated
	Integrated


	The approaches support strategy and are linked to other 
	The approaches support strategy and are linked to other 
	The approaches support strategy and are linked to other 
	relevant approaches.



	Deployment
	Deployment
	Deployment
	Deployment


	Implemented
	Implemented
	Implemented


	The approaches are implemented in relevant areas in a 
	The approaches are implemented in relevant areas in a 
	The approaches are implemented in relevant areas in a 
	timely manner.



	TR
	Structured
	Structured
	Structured


	The execution is structured and enables flexibility and 
	The execution is structured and enables flexibility and 
	The execution is structured and enables flexibility and 
	organisational agility.



	Assessment & 
	Assessment & 
	Assessment & 
	Assessment & 
	Refinement


	Measurement
	Measurement
	Measurement


	The effectiveness and efficiency of the approaches and 
	The effectiveness and efficiency of the approaches and 
	The effectiveness and efficiency of the approaches and 
	their deployment are appropriately measured.



	TR
	Learning & Creativity
	Learning & Creativity
	Learning & Creativity


	Learning & creativity is used to generate opportunities 
	Learning & creativity is used to generate opportunities 
	Learning & creativity is used to generate opportunities 
	for improvement or innovation.



	TR
	Improvement & 
	Improvement & 
	Improvement & 
	Innovation


	Outputs from measurement, learning & creativity 
	Outputs from measurement, learning & creativity 
	Outputs from measurement, learning & creativity 
	are used to evaluate, prioritise and implement 
	improvements & innovations.






	Analysis of Results:  
	Analysis of Results:  
	Analysis of Results:  


	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS
	ELEMENTS


	ATTRIBUTES
	ATTRIBUTES
	ATTRIBUTES


	GUIDANCE
	GUIDANCE
	GUIDANCE



	Relevance & 
	Relevance & 
	Relevance & 
	Relevance & 
	Usability


	Scope & Relevance
	Scope & Relevance
	Scope & Relevance


	A coherent set of results, including key results, are 
	A coherent set of results, including key results, are 
	A coherent set of results, including key results, are 
	identified that demonstrate the performance of the 
	organisation in terms of its strategy, objectives and the 
	needs and expectations of the relevant stakeholders.



	TR
	Integrity
	Integrity
	Integrity


	Results are timely, reliable & accurate.
	Results are timely, reliable & accurate.
	Results are timely, reliable & accurate.



	TR
	Segmentation
	Segmentation
	Segmentation


	Results are appropriately segmented to provide 
	Results are appropriately segmented to provide 
	Results are appropriately segmented to provide 
	meaningful insights.



	Performance
	Performance
	Performance
	Performance


	Trends
	Trends
	Trends


	Positive trends or sustained good performance over at 
	Positive trends or sustained good performance over at 
	Positive trends or sustained good performance over at 
	least 3 years. 



	TR
	Targets
	Targets
	Targets


	Relevant targets are set and consistently achieved for 
	Relevant targets are set and consistently achieved for 
	Relevant targets are set and consistently achieved for 
	the key results, in line with the strategic goals.



	TR
	Comparisons
	Comparisons
	Comparisons


	Relevant external comparisons are made and are favourable 
	Relevant external comparisons are made and are favourable 
	Relevant external comparisons are made and are favourable 
	for the key results, in line with the strategic goals.



	TR
	Confidence
	Confidence
	Confidence


	There is confidence that performance levels will be 
	There is confidence that performance levels will be 
	There is confidence that performance levels will be 
	sustained into the future, based on established cause & 
	effect relationships.
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	Figure
	Approach 
	Approach 
	Approach 
	Approach 
	Approach 
	Approach 
	Approach 


	Guidance 
	Guidance 
	Guidance 


	Unable  to 
	Unable  to 
	Unable  to 
	demonstrate 


	Limited 
	Limited 
	Limited 
	ability to 
	demonstrate 


	Able to 
	Able to 
	Able to 
	demonstrate


	Fully able to 
	Fully able to 
	Fully able to 
	demonstrate 


	Recognised 
	Recognised 
	Recognised 
	as Global Role 
	Model 



	Sound
	Sound
	Sound
	Sound


	The approaches have a clear rationale, based 
	The approaches have a clear rationale, based 
	The approaches have a clear rationale, based 
	on the relevant stakeholder needs, and are 
	process based.



	Integrated 
	Integrated 
	Integrated 
	Integrated 


	The approaches support strategy and are 
	The approaches support strategy and are 
	The approaches support strategy and are 
	linked to other relevant approaches. 



	Deployment 
	Deployment 
	Deployment 
	Deployment 


	Guidance
	Guidance
	Guidance


	Unable  to 
	Unable  to 
	Unable  to 
	demonstrate 


	Limited ability to 
	Limited ability to 
	Limited ability to 
	demonstrate
	 


	Able to 
	Able to 
	Able to 
	demonstrate


	Fully able to 
	Fully able to 
	Fully able to 
	demonstrate
	 


	Recognised as
	Recognised as
	Recognised as

	Global Role Model 
	Global Role Model 



	Implemented
	Implemented
	Implemented
	Implemented


	The approaches are implemented in relevant 
	The approaches are implemented in relevant 
	The approaches are implemented in relevant 
	areas, in a timely manner.



	Structured
	Structured
	Structured
	Structured


	The execution is structured and enables 
	The execution is structured and enables 
	The execution is structured and enables 
	flexibility and organisational agility.



	Assessment & 
	Assessment & 
	Assessment & 
	Assessment & 
	Refinement


	Guidance
	Guidance
	Guidance


	Unable  to 
	Unable  to 
	Unable  to 
	demonstrate 


	Limited ability to 
	Limited ability to 
	Limited ability to 
	demonstrate
	 


	Able to 
	Able to 
	Able to 
	demonstrate


	Fully able to 
	Fully able to 
	Fully able to 
	demonstrate
	 


	Recognised as
	Recognised as
	Recognised as

	Global Role Model 
	Global Role Model 



	Measurement
	Measurement
	Measurement
	Measurement


	The effectiveness  & efficiency of the 
	The effectiveness  & efficiency of the 
	The effectiveness  & efficiency of the 
	approaches and their deployment are 
	appropriately measured.



	Learning & 
	Learning & 
	Learning & 
	Learning & 
	Creativity 


	Learning & creativity is used to generate 
	Learning & creativity is used to generate 
	Learning & creativity is used to generate 
	opportunities for improvement or 
	innovation. 



	Improvement & 
	Improvement & 
	Improvement & 
	Improvement & 
	Innovation 


	Outputs from measurement, learning & 
	Outputs from measurement, learning & 
	Outputs from measurement, learning & 
	creativity are used to evaluate, prioritise & 
	implement improvements & innovations.



	Scale 
	Scale 
	Scale 
	Scale 


	0% 
	0% 
	0% 


	25% 
	25% 
	25% 


	50% 
	50% 
	50% 


	75% 
	75% 
	75% 


	100% 
	100% 
	100% 



	Overall Score 
	Overall Score 
	Overall Score 
	Overall Score 






	RADAR for Enablers
	RADAR for Enablers
	RADAR for Enablers

	The
	The
	.Enabler.matrix.is.used.to.support.the.analysis.of.the.approaches.within.the.five.Enabler.criteria:

	•.Leadership.•.Strategy.•.People.•.Partnerships.&.Resources.•.Processes,.Products.&.Services
	•.Leadership.•.Strategy.•.People.•.Partnerships.&.Resources.•.Processes,.Products.&.Services

	Applying the Enablers Matrix
	Applying the Enablers Matrix

	•.
	•.
	Based
	 on all the evidence available, apply the Enabler RADAR to the set of approaches adopted.

	•.
	•.
	RADAR
	 contains guidance on what we expect the organisation to demonstrate.

	•.
	•.
	 
	Please Note:
	 The
	 overall score should not exceed that of the approaches adopted. For example, if the approaches are not sound or do not fully cover the criterion 
	part being assessed, no matter how well all other attributes have been scored, the score given will be limited to that given to the soundness of the approaches.
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	Relevance & 
	Relevance & 
	Relevance & 
	Relevance & 
	Relevance & 
	Relevance & 
	Relevance & 
	Usability


	Guidance 
	Guidance 
	Guidance 


	Unable  to 
	Unable  to 
	Unable  to 
	demonstrate 


	Limited 
	Limited 
	Limited 
	ability to 
	demonstrate 


	Able to 
	Able to 
	Able to 
	demonstrate


	Fully able to 
	Fully able to 
	Fully able to 
	demonstrate 


	Recognised 
	Recognised 
	Recognised 
	as Global Role 
	Model 



	Scope & 
	Scope & 
	Scope & 
	Scope & 
	Relevance


	A coherent set of results, including key 
	A coherent set of results, including key 
	A coherent set of results, including key 
	results, are identified that demonstrate the 
	performance of the organisation in terms of 
	it’s strategy, objectives and the needs and 
	expectations of the relevant stakeholders. 



	Integrity
	Integrity
	Integrity
	Integrity


	Results are timely, reliable & accurate.
	Results are timely, reliable & accurate.
	Results are timely, reliable & accurate.



	Segmentation
	Segmentation
	Segmentation
	Segmentation


	Results are appropriately segmented to 
	Results are appropriately segmented to 
	Results are appropriately segmented to 
	provide meaningful insights.



	Performance
	Performance
	Performance
	Performance


	Guidance 
	Guidance 
	Guidance 


	Unable  to
	Unable  to
	Unable  to
	 

	demonstrate
	demonstrate


	Limited
	Limited
	Limited
	 
	ability to 
	demonstrate 


	Able to
	Able to
	Able to
	 
	demonstrate


	Fully able to
	Fully able to
	Fully able to
	 
	demonstrate 


	Recognised
	Recognised
	Recognised
	 
	as 
	Global Role Model 



	Trends
	Trends
	Trends
	Trends


	Positive trends or sustained good 
	Positive trends or sustained good 
	Positive trends or sustained good 
	performance over at least 3 years.



	Targets
	Targets
	Targets
	Targets


	 
	 
	Relevant targets are set and consistently 
	achieved for the key results, in line with the 
	strategic goals.



	Comparisons
	Comparisons
	Comparisons
	Comparisons


	Relevant external comparisons are made 
	Relevant external comparisons are made 
	Relevant external comparisons are made 
	and are favourable for the key results, in line 
	with the strategic goals.



	Confidence
	Confidence
	Confidence
	Confidence


	There is confidence that performance levels 
	There is confidence that performance levels 
	There is confidence that performance levels 
	will be sustained into the future, based on 
	established cause & effect relationships.



	Scale 
	Scale 
	Scale 
	Scale 


	0% 
	0% 
	0% 


	25% 
	25% 
	25% 


	50% 
	50% 
	50% 


	75% 
	75% 
	75% 


	100% 
	100% 
	100% 



	Overall Score 
	Overall Score 
	Overall Score 
	Overall Score 






	RADAR for Results
	RADAR for Results
	RADAR for Results

	The
	The
	.Results.matrix.is.used.to.support.the.analysis.of.the.results.within.the.four.Results.criteria:

	•.
	•.
	Customer
	.Results..•.People.Results..•.Society.Results..•.Business.Results

	Results
	Results
	 Matrix

	•.
	•.
	Based
	 on all the evidence available, apply the Results RADAR to the set of results used.

	•.
	•.
	RADAR
	 contains guidance on what we expect the organisation to demonstrate.

	•.
	•.
	 
	Please Note:
	 
	The
	 overall score cannot exceed that of the 
	Figure
	Scope and Relevance
	Figure
	 of the results available. For example, if the scope of the results 
	available does not fully cover the criterion part being assessed, in line with the organisation›s strategic goals, the overall score given will be 
	limited to that given to the 
	Figure
	Scope and Relevance
	Figure
	 of the data available.
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	Figure
	SCORING FOR THE DUBAI QUALITY AWARD
	SCORING FOR THE DUBAI QUALITY AWARD
	SCORING FOR THE DUBAI QUALITY AWARD


	Business
	EFQM, 
	EFQM, 
	EFQM, 
	2012


	The RADAR Assessment and Management tool is the evaluation method used to score organisations applying 
	The RADAR Assessment and Management tool is the evaluation method used to score organisations applying 
	The RADAR Assessment and Management tool is the evaluation method used to score organisations applying 
	for the EFQM Excellence Award and most national Excellence awards in Europe as well as the Dubai Quality 
	Award in UAE. It can also be used by organisations carrying out Self-Assessment and wishing to use a score for 
	benchmarking or other purposes.

	The underlying principle for scoring using the RADAR is that when an organisation’s performance improves 
	The underlying principle for scoring using the RADAR is that when an organisation’s performance improves 
	over time, their score against the Model will increase. 50% of the points available are allocated to the Enablers 
	and 50% are allocated to the results. This is to ensure the organisation has the capability to sustain this 
	performance into the future.

	When an organisation is scored using the RADAR matrix, weights are given to each of the nine criteria to 
	When an organisation is scored using the RADAR matrix, weights are given to each of the nine criteria to 
	calculate the number of points awarded. These weights were established in 1991 as the result of a wide 
	consultation exercise across Europe. They have been periodically reviewed by EFQM and the diagram above 
	illustrates the current weightings.

	Generally each criterion part is allocated equal weight within that criterion; for example, each of the 5 criterion 
	Generally each criterion part is allocated equal weight within that criterion; for example, each of the 5 criterion 
	parts for leadership contributes 20% of the 100 points allocated to criterion 1.

	There are however two exceptions:
	There are however two exceptions:

	•..Criterion.part.6a.takes.75%.of.the.points.allocated.to.criterion.6,.whilst.criterion.part.6b.takes.25%;.
	•..Criterion.part.6a.takes.75%.of.the.points.allocated.to.criterion.6,.whilst.criterion.part.6b.takes.25%;.

	•.Criterion.part.7a.takes.75%.of.the.points.allocated.to.criterion.7,.whilst.criterion.part.7b.takes.25%;
	•.Criterion.part.7a.takes.75%.of.the.points.allocated.to.criterion.7,.whilst.criterion.part.7b.takes.25%;

	Each criterion part is assessed using the RADAR matrix and a score agreed. These scores are then combined 
	Each criterion part is assessed using the RADAR matrix and a score agreed. These scores are then combined 
	to give a score for that criterion. The weighting is then applied to give an overall score from 0 to 1000 points.

	In the Model, the scoring summary sheet (next page) is then used to combine the percentage scores awarded 
	In the Model, the scoring summary sheet (next page) is then used to combine the percentage scores awarded 
	to the criterion parts to give an overall score on a scale of 0 -1000 points.
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	SCORING SUMMARY SHEET
	SCORING SUMMARY SHEET
	SCORING SUMMARY SHEET


	1. Enablers Criteria
	1. Enablers Criteria
	1. Enablers Criteria
	1. Enablers Criteria
	1. Enablers Criteria
	1. Enablers Criteria
	1. Enablers Criteria



	Criterion Number
	Criterion Number
	Criterion Number
	Criterion Number


	1
	1
	1


	%
	%
	%


	2
	2
	2


	%
	%
	%


	3
	3
	3


	%
	%
	%


	4
	4
	4


	%
	%
	%


	5
	5
	5


	%
	%
	%



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	1a
	1a
	1a


	2a
	2a
	2a


	3a
	3a
	3a


	4a
	4a
	4a


	5a
	5a
	5a



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	1b
	1b
	1b


	2b
	2b
	2b


	3b
	3b
	3b


	4b
	4b
	4b


	5b
	5b
	5b



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	1c
	1c
	1c


	2c
	2c
	2c


	3c
	3c
	3c


	4c
	4c
	4c


	5c
	5c
	5c



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	1d
	1d
	1d


	2d
	2d
	2d


	3d
	3d
	3d


	4d
	4d
	4d


	5d
	5d
	5d



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	1e
	1e
	1e


	3e
	3e
	3e


	4e
	4e
	4e


	5e
	5e
	5e



	Sum of parts 
	Sum of parts 
	Sum of parts 
	Sum of parts 



	TR
	¸
	¸
	¸
	 5


	¸ 
	¸ 
	¸ 
	4


	¸ 
	¸ 
	¸ 
	5


	¸ 
	¸ 
	¸ 
	5


	¸ 
	¸ 
	¸ 
	5



	Score awarded 
	Score awarded 
	Score awarded 
	Score awarded 



	Note:
	Note:
	Note:
	Note:


	The score awarded is the arithmetic average of the % scores for the criterion part. If organisations 
	The score awarded is the arithmetic average of the % scores for the criterion part. If organisations 
	The score awarded is the arithmetic average of the % scores for the criterion part. If organisations 
	present convincing reasons why one or more parts are not relevant to them it is valid to calculate the 
	average on the number of criterion addressed. To avoid confusion (with a zero score) parts of the criteria 
	accepted as not relevant should be entered «NR» in the table above. 






	2. Results Criteria 
	2. Results Criteria 
	2. Results Criteria 
	2. Results Criteria 
	2. Results Criteria 
	2. Results Criteria 
	2. Results Criteria 



	Criterion Number
	Criterion Number
	Criterion Number
	Criterion Number


	6
	6
	6


	%
	%
	%


	7
	7
	7


	%
	%
	%


	8
	8
	8


	%
	%
	%


	9
	9
	9


	%
	%
	%



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	6a
	6a
	6a


	x 0.75=
	x 0.75=
	x 0.75=


	7a
	7a
	7a


	x 0.75=
	x 0.75=
	x 0.75=


	8a
	8a
	8a


	x 0.50=
	x 0.50=
	x 0.50=


	9a
	9a
	9a


	x 0.50=
	x 0.50=
	x 0.50=



	Criterion Part
	Criterion Part
	Criterion Part
	Criterion Part


	6b
	6b
	6b


	x 0.25=
	x 0.25=
	x 0.25=


	7b
	7b
	7b


	x 0.25=
	x 0.25=
	x 0.25=


	8b
	8b
	8b


	x 0.50=
	x 0.50=
	x 0.50=


	9b
	9b
	9b


	x 0.50=
	x 0.50=
	x 0.50=



	Score awarded
	Score awarded
	Score awarded
	Score awarded






	3.
	3.
	3.
	3.
	3.
	3.
	3.


	Calculation of Total Points
	Calculation of Total Points
	Calculation of Total Points



	Criterion
	Criterion
	Criterion
	Criterion


	Score Awarded
	Score Awarded
	Score Awarded


	Weighting
	Weighting
	Weighting


	Points Awarded
	Points Awarded
	Points Awarded



	1  Leadership
	1  Leadership
	1  Leadership
	1  Leadership


	x 1.0
	x 1.0
	x 1.0



	2  Strategy
	2  Strategy
	2  Strategy
	2  Strategy


	x 1.0
	x 1.0
	x 1.0



	3  People
	3  People
	3  People
	3  People


	x 1.0
	x 1.0
	x 1.0



	4  Partnerships and Resources
	4  Partnerships and Resources
	4  Partnerships and Resources
	4  Partnerships and Resources


	x 1.0
	x 1.0
	x 1.0



	5  Processes, Products and Services
	5  Processes, Products and Services
	5  Processes, Products and Services
	5  Processes, Products and Services


	x 1.0
	x 1.0
	x 1.0



	6  Customer Results
	6  Customer Results
	6  Customer Results
	6  Customer Results


	x 1.5
	x 1.5
	x 1.5



	7  People Results
	7  People Results
	7  People Results
	7  People Results


	x 1.0
	x 1.0
	x 1.0



	8  Society Results
	8  Society Results
	8  Society Results
	8  Society Results


	x 1.0
	x 1.0
	x 1.0



	9  Business Results
	9  Business Results
	9  Business Results
	9  Business Results


	x 1.5
	x 1.5
	x 1.5



	Total points awarded 
	Total points awarded 
	Total points awarded 
	Total points awarded 



	- Enter the score awarded for each criterion (of both sections 1 and 2 above). 
	- Enter the score awarded for each criterion (of both sections 1 and 2 above). 
	- Enter the score awarded for each criterion (of both sections 1 and 2 above). 
	- Enter the score awarded for each criterion (of both sections 1 and 2 above). 



	- Multiply each score by the appropriate weighting to give the points awarded. 
	- Multiply each score by the appropriate weighting to give the points awarded. 
	- Multiply each score by the appropriate weighting to give the points awarded. 
	- Multiply each score by the appropriate weighting to give the points awarded. 



	- Add points awarded to each criterion to give total points awarded for applicant.
	- Add points awarded to each criterion to give total points awarded for applicant.
	- Add points awarded to each criterion to give total points awarded for applicant.
	- Add points awarded to each criterion to give total points awarded for applicant.
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	Figure
	Role model
	Role model
	Role model

	organisations
	organisations


	Role model organisations might score between 700 and 800 points, but even 
	Role model organisations might score between 700 and 800 points, but even 
	Role model organisations might score between 700 and 800 points, but even 
	they have plenty of room for improvement.


	(Dubai Quality Gold Award)(Dubai Quality Award)(Dubai Quality Appreciation Award)
	700.Points:
	700.Points:
	700.Points:

	Excellent organisation, 
	Excellent organisation, 
	improvement a way

	of life, industry role 
	of life, industry role 
	model, sustained 
	excellent results, acting

	as corporate citizen, 
	as corporate citizen, 
	spreading the excellence 
	principles among 
	customers, suppliers and 
	business partners,

	clear management by 
	clear management by 
	processes and facts. 


	550.Points:
	550.Points:
	550.Points:

	Very good organisation 
	Very good organisation 
	everyone involved, 
	clear performance 
	improvements, process 
	management.


	350.Points:
	350.Points:
	350.Points:

	Good organisation, sound 
	Good organisation, sound 
	measurement systems, 
	quality assurance 
	methods, starting 
	continuous improvement.


	Measurement is not an end in itself, but it is the starting point for improvement 
	Measurement is not an end in itself, but it is the starting point for improvement 
	Measurement is not an end in itself, but it is the starting point for improvement 
	and change. Knowledge of how good you really are will provide new impetus and 
	understanding of priorities.

	Winners in the DQAA category are selected on the basis of scoring above the average 
	Winners in the DQAA category are selected on the basis of scoring above the average 
	mark of all DQAA applications in that year; but also guided by a threshold mark of 
	(350±25) points out of a possible 1000 points.

	To win the DQA category award applications should exceed a threshold of (550±25) 
	To win the DQA category award applications should exceed a threshold of (550±25) 
	points out of a possible 1000 points.

	To win the first Dubai Quality Gold Award, applications should score in excess of 
	To win the first Dubai Quality Gold Award, applications should score in excess of 
	(700±25) points threshold out of a possible 1000 points. To win subsequent GOLD 
	Award, applications should demonstrate sustained improvement activities over the 
	last win and results showing favourable trends, stretching over 5 years together with 
	benchmarking with best in class.


	“What gets 
	“What gets 
	“What gets 
	measured gets 
	improved”
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	GLOSSARY OF TERMS 
	GLOSSARY OF TERMS 
	GLOSSARY OF TERMS 


	The following is a list of terms used throughout the EFQM Excellence Model guidance material. It has been 
	The following is a list of terms used throughout the EFQM Excellence Model guidance material. It has been 
	The following is a list of terms used throughout the EFQM Excellence Model guidance material. It has been 
	compiled in order to help understanding and use of the Model. 

	Agility: 
	Agility: 
	The organisation’s ability to rapidly and efficiently adapt to changes.

	Approach:
	Approach:
	 The overall way by which something is made to happen; an approach comprises of processes and 
	structured actions within a framework of principles and policies. 

	Benchmarking: 
	Benchmarking: 
	A systematic comparison of approaches with other relevant organisations that gains insights 
	that will help the organisation to take action to improve its performance. 

	Benchmark: 
	Benchmark: 
	A measured achievement for comparison and target setting purposes. 

	Business Model:
	Business Model:
	 The elements of the business that create and deliver value; these elements normally include 
	the value proposition, the profit formula, key resources and key processes of the organisation. 

	Business Stakeholders: 
	Business Stakeholders: 
	These are the people who provide funding for the organisation; the people who the 
	Management Team ultimately report to. In companies, this could be the owners, shareholders or investors. In 
	the public sector, this could be the government, ministers or politicians.

	Capabilities: 
	Capabilities: 
	The quality of being able to turn capacity (see below) into action and results by accessing relevant 
	knowledge, competence, expertise, resources and processes.

	Capacities: 
	Capacities: 
	A measurement of what can theoretically be achieved, usually expressed in terms of size, volume 
	or number. In organisations, this often refers to what the theoretical maximum output is compared to what the 
	actual output is, with the result being expressed as a percentage.

	Change Management:
	Change Management:
	 An approach for leading the transition of individuals, teams and organisations from their 
	current state to a defined, desired future state. It is an organisational process aimed at helping stakeholders 
	affected to accept and embrace changes in their business environment.

	Comparisons: 
	Comparisons: 
	Data used to compare the performance of one organisation or process with the other.

	Continual Improvement: 
	Continual Improvement: 
	The on-going improvement of processes that lead to achievement of higher levels of 
	performance through incremental change. 

	Core Competence:
	Core Competence:
	 A well performed internal activity or capability that is central to the organisation’s 
	competitiveness, profitability or efficiency. 

	Corporate Governance: 
	Corporate Governance: 
	A framework of authority and control within an organisation used to help it fulfil its 
	legal, financial and ethical obligations. 

	Creativity:
	Creativity:
	 The generation of ideas for new or improved products, services, processes, systems or social 
	interactions. 

	Critical success factors:
	Critical success factors:
	 Limited number (usually between 3 to 8) of characteristics, conditions or variables, that 
	have a direct impact on the effectiveness, efficiency and viability of an organisation, programme or project. 

	Culture: 
	Culture: 
	The specific collection of Values and Norms that are shared by people and groups in an organisation 
	that control the way they interact with each other and with stakeholders outside the organisation. 

	Customer:
	Customer:
	 The recipient of products or services provided by the organisation. 

	Diversity: 
	Diversity: 
	The extent to which the people within the organisation recognise, appreciate and utilise, the 
	characteristics that make individuals unique. Diversity can relate to age, race, ethnicity, gender, beliefs, physical 
	abilities & sexual orientation.

	Employability:
	Employability:
	 A person’s capability for gaining and maintaining employment. The meaning can be different 
	depending on the perspective taken. For the individual, this could mean stability or mobility. For the 
	organisation, it could mean flexibility.

	Empowerment:
	Empowerment:
	 The process by which individuals or teams are able to take decision making responsibilities, 
	and operate with a degree of autonomy in their actions. 

	Equal opportunity:
	Equal opportunity:
	 The practice of ensuring that all people receive fair and equal treatment regardless of 
	gender, age, race, nationality, religion, disability or sexual orientation. 

	Fundamental Concepts of Excellence:
	Fundamental Concepts of Excellence:
	 The set of key and proven principles upon which the EFQM Excellence 
	Model framework is based. 

	Good/best practice:
	Good/best practice:
	 Superior approaches, policies, processes or methods that lead to exceptional achievement. 
	Since.it.is.difficult.to.find.out.what.is.best,.the.term.“good.practice”.is.preferred.by.most.organisations..Ways.to.
	find good practice outside the organisation can include benchmarking and external learning. 

	Innovation:
	Innovation:
	 The practical translation of ideas into new products, services, processes, systems or social 
	interactions.

	Intellectual Capital: 
	Intellectual Capital: 
	The value of an organisation that is not captured in its traditional financial accounts. It 
	represents the intangible assets of an organisation and is often the difference between market and book value. 

	Key Processes: 
	Key Processes: 
	The processes that are of the utmost importance for the organisation since they deliver and 
	support the strategy and drive the value chain of the organisation. 

	Knowledge:
	Knowledge:
	 Knowledge is expertise and skills acquired by a person through experience and education, 
	involving the theoretical and/or practical understanding of a subject. While data are raw facts and information 
	is data with context and perspective, knowledge is information with guidance/ability for action. 

	Leaders:
	Leaders:
	 The people who coordinate and balance the interests and activities of all who have a stake in the 
	organisation. 

	Learning networks: 
	Learning networks: 
	A group of people with a common goal or interest who pool their individual information, 
	knowledge and experience to actively learn together.

	Management System: 
	Management System: 
	The framework of processes, related performance/result indicators and process 
	management and improvement systems used to ensure that the organisation can fulfill its Mission and Vision.

	Mission: 
	Mission: 
	A.statement.that.describes.the.purpose.or.“raison.d’etre”.of.an.organisation,.confirmed.by.its.
	stakeholders.

	Mobility:
	Mobility:
	 The willingness and capability of people to change their job or the working location. 

	Organisational Agility: 
	Organisational Agility: 
	The ability to respond and adapt, in a timely way, to an emerging threat or opportunity. 

	Organisational Capability: 
	Organisational Capability: 
	Refers to the ability and capacity of the organisation to achieve specific goals. The 
	organisation can enhance this capability, for example, through external partnerships or internal learning & 
	development.

	Partner: 
	Partner: 
	An external party the organisation strategically chooses to work with, to achieve common objectives 
	and sustained mutual benefit. 

	Partnership: 
	Partnership: 
	A durable working relationship between the organisation and partners, creating and sharing 
	added value for both parties. Partnerships can be formed e.g. with suppliers, distributors, educational bodies 
	or customers. Strategic partnerships support the strategic objectives of the organisation in a particular way. 

	People: 
	People: 
	All individuals employed by the organisation (full time, part-time, including volunteers), including 
	leaders at all levels. 

	Perception: 
	Perception: 
	The opinion stakeholders have of the organisation. 

	Process: 
	Process: 
	A set of activities that interact with one another because the output from one activity becomes the 
	input for another activity. Processes add value by transforming inputs into outputs, using resources. 

	Products: 
	Products: 
	Commercially distributed goods as a result of a fabrication, manufacturing, or production process 
	that passes through a distribution channel before being consumed or used. In a broad sense, products include 
	a wide range of goods, from commodities to complex installations such as facilities, plants or factories. 

	Purpose Statement:
	Purpose Statement:
	 Used by some organisations instead of either the Mission and / or Vision statements.

	Society: 
	Society: 
	The social infrastructure outside the organisation that can be affected by the organisation.

	Stakeholder: 
	Stakeholder: 
	Person, group or organisation that has a direct or indirect stake or interest in the organisation 
	because it can either affect the organisation or be affected by it. Examples of external stakeholders are owners 
	(shareholders), customers, suppliers, partners, government agencies and representatives of the community or 
	the society. Examples for internal stakeholders are people or groups of people. (See also Business Stakeholders 
	above).

	Strategy: 
	Strategy: 
	A high level plan describing the tactics by which an organisation intends to achieve its Mission 
	and Vision, that are subsequently translated into aligned strategic goals and objectives reflecting what the 
	organisation has to do. 

	Society: 
	Society: 
	The social infrastructure outside the organisation that can be affected by the organisation. 

	Value Proposition:
	Value Proposition:
	 The differentiating value the organisation’s products and services offer to customers. 

	Values: 
	Values: 
	Operating philosophies or principles that guide an organisation’s internal conduct as well as its 
	relationship with the external world. Values provide guidance for people on what is good or desirable and what 
	is not. They exert major influence on the behaviour of individuals and teams and serve as broad guidelines in 
	all situations.

	Vision: 
	Vision: 
	 Description of what the organisation is attempting to achieve in the long-term future. It is intended to 
	serve as a clear guide for choosing current and future courses of action and, along with the Mission, it is the 
	basis for strategies and policies.
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