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Leadership Criterion 1 

Leaders set the‘‘ organisation’s 
direction, a plan 
for getting there, 
ensure all 
employees are on 
board and are 
involved with key 
stakeholders.

‘‘ 
3 People 

1D Getting people 
on board 

1A Setting 
expectations 

1B Establishing the 
systems 5 Processes 

1C Working with 
external parties 

4 Partnerships 
and Resources 

Linkages between 
the sub-criteria 
and with the 
other enablers 
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Criterion 1Criterion 1 

3.1 Leadership 

C
H

A
P

TE
R

3

How leaders develop and facilitate the 

achievement of the mission and vision, 

develop values required for long-term 

success and implement these via 

appropriate actions and behaviours, and 

are personally involved in ensuring that the 

organisation’s management system is 

developed and implemented. 

Each year our vision is reviewed as 
part of our annual performance 
review and planning process to 
ensure it remains our guiding 

principle and helps identify our business priorities. 

Our Executive team emphasize the importance they 
place on ‘living the values’ and devised the ‘value 
driven change’ programme. Under this programme 
the vision and values were used to test the validity of 
all actions underlining all our behaviours that would 
take us towards the goal of becoming world-class. 
Each senior manager from the Managing Director 
downwards, owns and leads value-driven action or 
actions. 

Our Executive team lead through example by always 
being the first group to be trained when each new 
improvement initiative is introduced to strengthen 
sections of the Excellence Model. The leadership 
effectiveness of our managers is assessed through the 
performance planning review (PPR). 

The individual manager’s strengths and objectives for 
improvement are identified and reviewed with their 

line manager as part of their annual assessment. We 
reinforce and sustain our approach to leadership by all 
our managers going through 360-degree personal 
feedback reviews. 

Our managers have successfully led the company-
wide deployment of quality initiatives such as ISO 
9002, Charter Mark, ISO14001 and Investors in 
People. To date our Executive team have participated 
in Quality Improvement Teams, as sponsors, leaders or 
team members, covering over 300 projects. 

We train our managers in the skills required to 
support their teams and use a cascade approach to 
communications to ensure accessibility and common 
understanding through two-way interaction. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

The organisation reviewed its 
Mission, Vision and Values and 
agreed on statements that underpin 
the work of the Department. These 

statements influence how we approach the work we 
do and how we deal with people inside and outside 
the Agency. 

There have been calls for a radical change in culture, 
service and approach so that assessments are 
calculated quickly and accurately. In preparation we 
have ensured that all leaders have the skills and 
knowledge to do their job by developing and 
delivering a comprehensive Management Development 
Programme and Foundation Management Programme. 

The programme, completed in partnership with the 
University of Ulster at Jordanstown, included learning 
and development, mentoring and Myers Briggs 
profiling. It was first delivered to middle managers 

and following extensive evaluation and review it was 
rolled out to first line managers. A member of Agency 
Management Board opens each Induction event and a 
senior manager is present at each workshop. 

The effectiveness of leadership is monitored, 
evaluated and reviewed through our Performance 
Review System and also when performance is 
measured. 

Our Corporate Governance Framework document lists 
the roles and responsibilities of each board member, 
the post responsibility, the corporate responsibilities 
and the leadership and management ethos required 
of each board member. 

Roles and responsibilities are cascaded to all other 
managers at the appropriate level and formulate the 
basis of the Performance Review System. 

Senior leaders reviewed and improved the 
effectiveness of leadership through attendance at the 
Civil Service College. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

The Managing Director formed the 
company in 1990 with a vision ‘to 
be the best moulding 
manufacturer’. From this vision he 

developed a mission by 1993 that focuses on 
continual improvement and customer satisfaction. 

This family have brought to the business certain 
values, which have provided a solid foundation for 
their family life. These values are integrity, loyalty, 
respect and working together as a team and they are 
an inherent part of the company. 

The partnerships that the Managing Director has built 
with employees, customers, suppliers and support 
agencies have flourished and loyalty has strengthened 
with our ability to nurture these values in all the new 
partnerships that are formed. 

All employees and external organisations appreciate 
our integrity and respect for their views that we use in 
our dealings with them. 

The effectiveness of the leadership of the Executive 
Team/Management Team is reviewed twice yearly 
through Personal Development Plans. 

In 1997 at his Personal Development Plan review the 
Production Manager asked the Managing Director to 
take a step back and allow him to take full control 

of the factory floor. The Managing Director did as 
requested and over the following years increasingly 
moved into a more managerial rather than hands on 
role in all areas of the business. The Director Business 
Excellence has also increasingly given over all human 
resource issues to the Human Resource Manager since 
their appointment in 1999. 

The two directors now concentrate on the future 
needs of the business and spend time identifying best 
practice organizations and learning from them. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

C
H

A
P

TE
R

3
 

Sub-criterion 1A: 
Leaders develop the mission, vision and 
values and are role models of a culture 
of excellence. 

Areas to address may include: 

• Developing the organisation’s mission 

and vision; 

• Developing and role modelling ethics 

and values that support the creation of 

the organisation’s culture; 

• Reviewing and improving the 

effectiveness of their own leadership 

and acting upon future leadership 

requirements; 

• Being personally and actively involved in 

improvement activities; 

• Stimulating and encouraging 

empowerment, creativity and 

innovation; 

• Encouraging, supporting and acting 

upon the findings of learning activities; 

• Prioritising improvement activities; 

• Stimulating and encouraging 

collaboration within the organisation. 

T H E  M O D E L  I N  P R A C T I C E  2  T H E  M O D E L  I N  P R A C T I C E  2  123 123 
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Criterion 1Criterion 1 

3.1 Leadership 

C
H

A
P

TE
R

3

How leaders develop and facilitate the 

achievement of the mission and vision, 

develop values required for long-term 

success and implement these via 

appropriate actions and behaviours, and 

are personally involved in ensuring the 

organisation’s management system is 

developed and implemented. 

A five element ‘Management 
System’ has been defined by leaders 
that demonstrates how the top-level 
strategic goals are realised through a 

process management model. This framework has 
been developed at the most senior leadership level of 
the business. 

The first element, ‘The Way We Lead’, is the definition 
of the goals using a framework that details how the 
growth of the business will be achieved through the 
delivery of six strategic themes. These include a 
statement on the required culture and operational 
improvements such as Supply Chain efficiency. Each 
strategic theme has a set of clear goals. 

The second element is the business model for the 
organisation and this defines ‘The Way 

We Work’. Reviewed and refined through many 
cycles, this business model represents all the activities 
of the business. This element is followed by the ‘The 
Way We Measure Progress’ element, where the 
current performance is compared with the planned 
performance. This element includes the use of self-
assessment in a diagnostic way to identify the drivers 
that are required to meet the required levels of 
performance. 

The fourth and fifth elements relate to managing 
change. ‘The Way We Transform’ features the 
approach to organisation re-design and ‘The Way We 
Develop People’ to the way that the leaders and the 
desired culture of the future are developed. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Foreign language teaching is not 
obligatory at primary level. However, 
striving for continual excellence we 
have an action plan for European 

languages to be taught from the age of 6 years old. 
The Headteacher was committed to the idea of 
teaching a second language to children as young as 
possible. 

• The Headteacher ensured that the Governing 
body realized the importance of a child learning a 
foreign language early in their education. 

• The teaching staff discussed the principle of teaching 
a second language and felt that it would be a very 
good idea as it would augment our English teaching 
by giving children a greater understanding of ‘parts 
of speech’. 

• The Governors incorporated the idea in their 
School Improvement and Development Plan. 

• A language teacher was appointed to teach 
French to the oldest class, 10/11 years old. It was 
decided to keep the lessons primarily oral and 
fun. The emphasis being on communicating in 
French, using colloquial French, which they could 
use on holiday. 

• The teachers and parents appraised the results. 
They found that: 

– The parents were very pleased that their children 
were being taught a second language. 

– The children were pleased to learn a language but 
were embarrassed to speak in another language. 

• At the Governors’ annual planning meeting in 
July it was agreed to continue with the French 
teaching but to begin a little earlier to see if the 
embarrassment of speaking a second language 
could be lessened. The School Improvement 
Development Plan reflected a determination on 
behalf of the Governors to develop a growing 
awareness of European studies in its 5-year plan. 

• The teaching staff under the direction of the 
French teacher drew up a French policy. French 
was taught to the 2 oldest classes – ages from 8 
to 11 years. The local secondary school agreed to 
monitor our children’s progress in French during 
their first year there. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Policy and strategy are implemented 
and delivered through a suite of key 
processes which are subject to 
systematic monitoring, review and 

improvement through regular meetings at which both 
leaders and staff attend. These meetings range in 
frequency and formality. Every morning at 9:30, we all 
take coffee together, which provides an informal 
opportunity to review the events (both business and 
social) of the previous day and look forward to the 
current day. On a more formal basis we hold a Weekly 
Sales meeting every Friday, which all colleagues 
attend. There is a set, structured agenda for these 
meetings and their main focus is to review sales 
volumes against plan and, where there are negative 
variances, to discuss and agree necessary corrective 
action. 

However, the main vehicle for ensuring that policies 
and strategies are realised via a range of key processes 
is our Monthly Quality Management Review Meeting 
at which all staff do their utmost to attend. The 
purpose and format of these monthly meetings has 
evolved over time and after discussion between the 
Managing Director and his colleagues. We believe 
that effective process management is the key to 
“getting things done well”. 

We are ISO 9002 certified and have been since 1994. 
Our Human Resources process conforms to the 
Investors in People standards and we have been IiP 
certified since 1996. We believe that Processes are the 
link between business objectives and strategies and 
the achievement of results, which satisfy all 
stakeholders. Each member of staff owns processes 
relevant to their area of responsibility. Each process is 
reviewed on a monthly, quarterly, six monthly or 
annual basis, according to how critical they are to 
achieving our policy and strategy. Performance of 
processes against targets is reviewed at the MQMRM. 

Links to Fundamental Concepts 

C
H

A
P

TE
R

3
 

Sub-criterion 1B: 
Leaders are personally involved in ensuring 
the organisation’s management system is 
developed, implemented and continuously 
improved. 

Areas to address may include: 

• Aligning the organisation’s structure to 

support delivery of its policy and 

strategy; 

• Ensuring a system for managing 

processes is developed and 

implemented; 

• Ensuring a process for the 

development, deployment and 

updating of policy and strategy is 

developed and implemented; 

• Ensuring a process for the 

measurement, review and improvement 

of key results is developed and 

implemented; 

• Ensuring a process, or processes, for 

stimulating, identifying, planning and 

implementing improvements to 

enabling approaches, e.g. through 

creativity, innovation and learning 

activities, is developed and 

implemented. 

123T H E  M O D E L  I N  P R A C T I C E  2123 T H E  M O D E L  I N  P R A C T I C E  2  
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Criterion 1Criterion 1 

3.1 Leadership 

C
H

A
P

TE
R

3 How leaders develop and facilitate the 

achievement of the mission and vision, 

develop values required for long-term 

success and implement these via 

appropriate actions and behaviours, 

and are personally involved in ensuring 

the organisation’s management system 

is developed and implemented. 

The divisional ring fence supported 
by the Customer Satisfaction Survey 
is used to determine our key 
interfaces. Where key partnerships 

are identified, the process of ‘Building Business 
Partnerships’ is implemented. Use of the process is at 
the discretion of the general managers and forms a 
key element of the ‘Challenge of Leadership’ 
programme. 

Two of our managers ensure that our policy of 
Building Business Partnerships, with the objectives of 
doubling the Customer Satisfaction Index and halving 
flight line complaints, is understood throughout our 
organisation. Our 200 leaders are playing the major 
role in achieving these stretch targets and to 
emphasise our intent we invited seven of our 
customers to participate in a process management 
workshop. Each paired with one of our managers to 
address the corporate company strategy of 
establishing better process control. Prior to close of 
the workshop each pairing formulated an action plan 
aimed at strengthening working relationships. 

This partnering lead has been cascaded through our 
organisation. Our customers are highly complimentary 
and the strong partnerships form solid foundations for 
the future. 

We have weekly business reviews with managing 
directors of the Operating Business Units who supply 
the components and parts we assemble into engines. 
Delivery performance, quality and cost are monitored 
to ensure components are delivered to the engine 
build line at the contracted date. 

A quarterly forum for all our managers provides a 
mechanism to receive customers’ and suppliers’ input. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Leaders regularly meet our 
stakeholders and their 
representatives and the feedback we 
receive is used in the development of 

Policy and Strategy. The purpose of these meetings is 
to identify and address stakeholder needs and to use 
this feedback in the development of Policy and 
Strategy. We introduced Face-to-Face contact to 
ensure customers have direct contact with staff when 
they request it. 

Closer Working with the Benefits Agency provides a 
more unified service. We have extended the service so 
that the Benefits Agency takes on more responsibility 
for further aspects of the work. All leaders throughout 
the Agency are involved in a variety of ways with their 
stakeholders. To enhance the way we understand and 
respond to customer needs Agency Quality Council 
reviewed and evaluated the way customer complaints 
were dealt with. As a result a plan of action was 
developed to ensure the process improved. 
Stakeholders are rewarded for their involvement by 
using their feedback to inform the development of 
Policy and Strategy. 

We are a member of the Centre for Competitiveness 
and have assigned a resource to help work as an 
assessor on site visits for the “Steps” award. 

We measure our performance with others to learn 
and improve the way we do things. To help us do this 
we attend external seminars and develop external 
partnerships. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our philosophy that all six of us are 
“leaders” and cover each other’s 
responsibilities does mean that there 
is little difference between what the 

company does and what its leaders do. A larger 
company might have a sales-force to whom leaders 
could role model actions and behaviours symbolic of 
customer and partner empathy. For us, this is not the 
case. There is no one, other than leaders, who might 
be involved externally and so this is an overview of 
such involvement. 

In our early years, we did adopt a rather scattergun-
approach to customer contact i.e. we saw as many 
customers as possible and put a lot of effort into 
reacting to their requests and dealing with their 
problems. Over time, this way of working has evolved 
into a structured approach of managing customer 
relationships, anticipating their needs and preventing 
problems arising. 

We believe most strongly that success in managing 
customer relationships is critical to our overall success. 
It is enshrined in our Mission that we will become the 
most successful sales company within the Group by 
developing even closer relationships with our 
customers and suppliers and one of our values is to 
exceed customers’ needs by anticipation and 
planning. 

We are proud of how we operate and take pride in 
showing off our business to customers and suppliers. 
As a result, we encourage key partners to visit us, so 
they can get a better feel for how we do things. This 
approach also enables office-based staff to put a face 
to a name. Every member of our staff will meet a 
customer face to face at least once a month and more 
frequently according to their main area of 
responsibility. 

Links to Fundamental Concepts 

C
H

A
P

TE
R

3
 

T H E  M O D E L  I N  P R A C T I C E  2  

Sub-criterion 1C: 
Leaders are involved with customers, 
partners and representatives of society. 

Areas to address may include: 

• Meeting, understanding and 

responding to needs and expectations; 

• Establishing and participating in 

partnerships; 

• Establishing and participating in joint 

improvement activity; 

• Recognising individuals and teams of 

stakeholders for their contribution to 

the business, for loyalty etc; 

• Participating in professional bodies, 

conferences and seminars, particularly 

promoting and supporting Excellence; 

• Supporting and engaging in activities 

that aim to improve the environment 

and the organisation’s contribution to 

society. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  123 123 
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Criterion 1Criterion 1 

3.1 Leadership 

C
H

A
P

TE
R

3

How leaders develop and facilitate the 

achievement of the mission and vision, 

develop values required for long-term 

success and implement these via 

appropriate actions and behaviours, and 

are personally involved in ensuring the 

organisation’s management system is 

developed and implemented. 

Key events at which the Company’s 
entire Executive Management Team 
communicates Vision and Values and 
Strategic Direction are the yearly all-

employee forums, twice-yearly manager briefings and 
three monthly employee forums. Other leaders 
supplement these channels with ongoing daily 
communications. In addition, a wide range of Senior 
Managers participate in employee induction 
programme presenting the Company’s Vision, 
Strategy and Targets to new starters. 

Following review, measurement of the deployment of 
Vision and Values was introduced. Results show the 
effectiveness of the approaches in achieving wide 
deployment and driving the creation of a single 
company culture: All of the approaches indicated 
above in support of communicating Vision, Values 
and Strategy have associated direct question and 
answer activities. 

The employee forum process has a particular role to 
play in providing access to leaders as this happens on 
a more frequent basis and allows a greater amount of 
discussion, leading to direct leadership action. 

Following feedback and a review of its approaches the 
Executive Management Team has implemented a site 
visit programme to increase their personal accessibility 
and allow employees to meet directors and discuss 
issues of concern. 

The Executive Management Team and Development 
Steering Group review process performance during 
the year and annually review and improve the 
approaches for helping people to achieve objectives 
and targets. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The Staffing Committee meets at 
least twice a term to review and 
discuss issues relating to the 
organisation’s personnel. 

The key issue throughout the year was the 
recruitment and retention of staff, particularly 
teaching staff. The School was fortunate to end the 
year (and start the current academic year) with a full 
complement of staff, despite a difficult year for all 
schools in the area owing to general teacher 
shortages. 

Together with other committees of the Governing 
Body, the Staffing Committee spent considerable time 
during the year reviewing its policies and putting in 
place a comprehensive and up-to-date set of policies 
for the School in order to assist the staff deliver 
effective teaching. The Head Teacher and Department 
Heads communicate these to staff. Staff are 
encouraged to participate in extra curricular activities. 
We are very appreciative of the amount of hard work, 
personal time and dedication of staff that organise 
these activities which is communicated to those 
individuals involved and acknowledged through their 
peer group. 

Other issues discussed included the implementation of 
Performance Management, introduction (eventually) 
of Threshold Reviews for teachers, and the appraisal 
of non-teaching staff. 

Attention is paid to measures that might be 
introduced to monitor/improve staff morale and the 
Committee held a number of discussions on the 
distressing outbreak of damage to teachers’ property 
outside the School in the latter part of the year. A 
behaviour programme is in place to change pupils’ 
behaviour patterns to the good. Staff play an active 
role in this programme with their pupils which is not 
only for the benefit of the pupils but also has a 
positive affect on staff morale, the teachers teach and 
the pupils learn. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Six monthly review of progress with 
all employees on a one to one basis 
has been introduced. Each manager 
attends a quarterly review with the 

General Manager to ensure all personal and 
departmental/factory goals and objectives are being 
maintained. The manager then takes up issues with 
his departmental/factory and direct reports. 

A further improvement in the appraisal system is the 
introduction of a 360-degree performance appraisal 
for senior managers. The General Manager and 
European Controller participate in this process. 
Succession planning is undertaken to help ensure a 
secure future. The policy is to promote internally 
whenever possible. One of the key aspects in selection 
is the employee’s record of supporting improvement 
initiatives. The general manager keeps the records and 
discusses them at the quarterly reviews with the 
managers. 

All employees are actively encouraged to support and 
participate in improvement activities. In fact the 
culture is to promote learning through participation. 

Every year since 1994 100% of our employees have 
participated on at least one improvement team. 

This year the goal is to have 95% of all employees 
participating in at least two improvement activities. 

This measure is part of the Quality Improvement Team 
responsibility and is reviewed as a Quality Operating 
System measure. 

Quality Leaders have the job of encouraging 
employees to submit improvement ideas through the 
(Involvement) programme. In the past we won the 
award for achieving the best results in (Participation 
by Everyone), of the whole of the Corporation. Every 
year all employees attend a half-day meeting off site 
where the best team projects are presented. 

Links to Fundamental Concepts 

C
H

A
P

TE
R

3
 

T H E  M O D E L  I N  P R A C T I C E  2  

Sub-criterion 1D: 
Leaders motivate, support and 
recognise the organisation’s people. 

Areas to address may include: 

• Personally communicating the 

organisation’s mission, vision, values, 

policy and strategy, plans objectives and 

targets to people; 

• Being accessible, actively listening and 

responding to people; 

• Helping and supporting people to 

achieve their plans, objectives and 

targets; 

• Encouraging and enabling people to 

participate in improvement activity; 

• Recognising both team and individual 

efforts, at all levels within the 

organisation, in a timely and 

appropriate manner. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  123 123 
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Policy and Strategy Criterion 2 

Leaders‘‘ develop a policy 
and strategy 
based on the 
organisation’s 
capabilities and 
on stakeholders’ 
needs, and ensure 
it is reviewed, 
updated, 
communicated 
and implemented.

‘‘ 
1 Leadership 

4 & 5 Partnerships and 
Resources, Processes 

2A Understanding 
stakeholders 

2B Understanding 
capability 

2C Formulating strategy 

2D Deploying 
strategy 

2E Communicating 
and planning 

3 People3, 4 & 5 People, Partnerships 
and Resources, 
Processes 

Linkages between 
the sub-criteria 
and with the 
other enablers 
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Criterion 2Criterion 2 

3.2 Policy and Strategy 

C
H

A
P

TE
R

3

How the organisation implements its 

mission and vision via a clear stakeholder-

focused strategy, supported by relevant 

policies, plans, objectives, targets and 

processes. 

Sub-criterion 2A: 
Policy and strategy are based on the 
present and future needs and 
expectations of stakeholders. 

A detailed review of the needs of the 
major stakeholders, competitors, 
market and industry conditions led to 
the establishment of some focussed 

top-level goals for the organization. These goals, which 
were set for a 1999–2004 timeframe, centred on growth 
in both revenue and profitability. 

To communicate the stakeholder needs to business areas, 
these needs were translated into a programme, which is 
termed ‘Path to Growth’. Path to Growth goes beyond 
the basic financial targets to embrace a set of strategic 
thrusts that provide guidance on how the long-term 
goals will be achieved. A business graphic or logo has 
been designed detailing these thrusts, which includes 
‘hard’ deliverables such as supply chain performance as 
well as ‘softer’ elements such as the enabling culture that 
is desired. These areas support the needs of other 
stakeholders, such as employees and the community. 
Each area of the programme has a set of clear 
performance objectives. 

A unique feature of the approach is the communication 
strategy to support consistency of purpose, where many 
communication channels have been activated. A 
summary brochure containing an outline of the programme 
and the targets has been produced and issued to all staff. 
The communication is supported by other vehicles such as 
the use of the programme logo as a computer screensaver. 
The logo and details of programme appear regularly in 
company magazines, both at the corporate and business 
group level. 

The programme appears regularly on company 
presentations and web pages. As an example, the 
chairman’s web page has a link to a ‘Path to Growth’ 
area that details progress to date and success stories. This 
focus of the programme is maintained at all leadership 
levels of the organisation. 

The consistent reinforcement of the message through the 
communication channels has also enabled the re-
focusing of the message as the programme has evolved. 
Following the first year of the programme significant 
progress was made in a number of areas. Following a 
review, at the start of the second year, the main 
messages were repeated and progress communicated. It 
was also decided to focus the activity onto three primary 
areas in order to create ‘a space for growth’. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our mission statement, “Working 
together to provide Best Value 
services”, has been developed to 
display our commitment to 

partnerships with all of our stakeholders. 

The focus of our business planning process is the 
annual strategic workshop to which inputs regarding 
our stakeholders are brought. 

Operational Services is a significant part of the County 
Council, which comprises 66 councillors, or members, 
elected to office on a four yearly cycle. The members 
have developed 5 Strategic Statements providing 
direction for the County Council. They are reviewed 
and updated annually. 

More detail regarding objectives is provided and a 
Local Performance Plan is developed and issued to 
residents each year. Below that a Corporate Business 
Plan provides targets for officers to work to. A 
working group developed the first last year. It was led 
by our Director in order to benefit from our 
experience. Having established the approach, the 
current plan has been developed through a series of 
workshops; one for each Strategic Statement. 
Representatives from our Directorate Management 
Team participated with other officers and members to 
each workshop. 

Included within the 66 councillors are 13 appointed to 
Operational Services Committee to oversee our 
activities. They are responsible for guiding and 
approving our policy and strategy and monitoring our 
performance. 

The needs and expectations of society are gathered 
and expressed by members. In addition to their daily 
contact with the public, perception is also gathered 
through a mobile information unit, a street survey, a 
questionnaire attached to the Local Performance Plan, 
a district joint survey and focus groups and a citizen’s 
panel of 1000 residents set up by MORI. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
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Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The College is now at a critical stage 
publicly proving the sustainability of 
the principle of beacon schools to 
pioneer the very best practice. After 

10 or so years, the College has the confidence and 
expertise to lead into the next stage of national 
education development. Our development plan 
recognises the importance we attach to the needs of 
all stakeholders, and the planning process is the 
subject of regular review and refinement. 

The next five years are potentially most exciting but 
also very challenging times for the College. Visitors tell 
us that what we have achieved to date is incredible. 

We believe that we have met with a high degree of 
success when using indicators such as assessment and 
examination results, OFSTED inspection reports, 
attendance levels, business and community 
involvement and the light in the students’ eyes as they 
go about their work. However, the College intends to 
sustain its developments at the cutting edge of 
educational innovations and improvements for 
students’ learning. 

Following careful evaluation of the overall approach 
of the College within the Governors and senior 
management review process the College is about to 
make the next step. This is the development of the 
Academy and Federation, which will disseminate 
College’s expertise nationally. The emphasis will be in 
3 broad themes: 

• Continue to improve standards and add value. 

• Continue to improve the quality of learning 
provision for 21st Century Citizenship. 

• Further the programme of linking with the 
Community and other Schools so as to share the 
College’s expertise on advanced practices and 
facilities made possible by its status and staff 
commitment and thereby add to cost 
effectiveness, national improvement and 
international reputation. 

Links to Fundamental Concepts 

C
H

A
P

TE
R

3
 

T H E  M O D E L  I N  P R A C T I C E  2  

Areas to address may include: 

• Gathering and understanding 

information to define the market and 

market segment the organisation will 

operate in both now and in the future; 

• Understanding and anticipating the 

needs and expectations of customers, 

employees, partners, society and 

shareholders, as appropriate; 

• Understanding and anticipating 

developments in the market place, 

including competitor activity. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  123 123 
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3.2 Policy and Strategy 
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P
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How the organisation implements its 

mission and vision via a clear 

stakeholder-focused strategy, 

supported by relevant policies, plans, 

objectives, targets and processes. 

Sub-criterion 2B: 
Policy and strategy are based on 
information from performance 
measures, research, learning and 
creativity related activities. 

Internal data is sourced via our own 
performance monitoring records, 
enabling us to identify process 
improvement priorities. Upward 

information is also sought from our employees, via 
our employee survey. Input-output analysis, capacity 
planning and process capability studies are 
undertaken during our (Departmental business and 
technical analysis) process. 

The importance placed on the data sources during the 
policy development process reflects the over-riding 
business situation and needs of the time. The last 12 
months have been directed strongly on ‘profitability 
and competitiveness’, which is reflected in our 
emphasis on increasing value-added productivity. 
Following our annual policy review for 1999 the 
revised goal was significantly more difficult with a 
‘breakthrough’ approach required to redefine our cost 
base and increase competitiveness. 

The recent policy review for 2000 the then Senior 
Management Team that included the Manufacturing 
Director and Finance Manager concluded ‘customer 
perceived value’, is to be the next step in building our 
company’s competitive edge. 

Due to the extremely competitive nature of the 
market-place direct competitor analysis is not 
available, although competitor analysis is carried out 
for us as an operational unit by the Europe Sales 
Divisions. 

The organisation gains other contributory benchmark 
performance data through involvement in several 
activities: Supply chain and materials benchmarking is 
through involvement with the annual KPMG Supply 
Chain Excellence Awards. In 1999 we were winners of 
the ‘Most improved company’ category, in 2000 we 
were one of six finalists. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The Agency has linked its 
programme of Better Quality Service 
reviews (part of the Modernising 
Government Initiative to improve 

service within the public sector) to the European 
Foundation for Quality Management Excellence 
Model. Self-assessment is conducted of the function 
or service subject to a Better Quality Service review. 
The assessment provides a benchmark from which to 
conduct the Better Quality Service review and helps 
the review process to concentrate on areas for 
improvement identified during the self-assessment. 

Better Quality Service reviews lead to change in the 
delivery of services. The impact of this change can be 
evaluated objectively by conducting a further self-
assessment once the recommendations from a Better 
Quality Service review have been implemented. Our 
experience has shown that self-assessments and 
Better Quality Service reviews usually identify similar 
problems. This helps to reinforce the need to change 
as staff identified the issues themselves. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The College Development Plan sets 
targets with performance indicators 
that are agreed with teams. 

Primarily, the plan incorporates educational needs, 
both as decreed by the Government and the 
Department for Education and Employment, and 
those required by students, parents, the community, 
industry and society. To enable this, relevant and 
comprehensible information is obtained from 3 areas: 

• performance measurement 

• discussion and research with institutions and 
learned bodies 

• learning and creativity activity. 

We continually benchmark both internally against 
‘best in class’. Internally, this will include subject 
results at each key stage, and resources and budgets 
used to achieve these targets. We also use feedback 
from 

the customers – students and staff – themselves. 
Curriculum material is innovated and levels of 
achievement and ideas generated in all areas are used 
as parameters to produce consistently good 
outcomes. 

Externally, we review competitors and partners to 
understand their mission, aims and objectives, 
strategies and technological strengths and 
weaknesses. Statistical analyses based on examination 
results from our competitor organisations such as 
local schools, national schools are carried out. The 
College does, however, go beyond simply 
benchmarking educational establishments. It also uses 
the ‘best in class’ from business, industry and public 
services, to the extent that benefits accrued from 
performance measurement and benchmarking have 
been recognised by the awards won and interest 
shown by other establishments. 
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T H E  M O D E L  I N  P R A C T I C E  2  

Areas to address may include: 

• Collecting and understanding output 

from internal performance indicators; 

• Collecting and understanding the 

output from learning activities; 

• Analysing the performance of 

competitors and best in class 

organisations; 

• Understanding social, environmental 

and legal issues; 

• Identifying and understanding 

economic and demographic indicators; 

• Understanding the impact of new 

technologies; 

• Analysing and using stakeholders’ 

ideas. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 2Criterion 2 

3.2 Policy and Strategy 

C
H

A
P
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R

3

How the organisation implements its 

mission and vision via a clear stakeholder-

focused strategy,  supported by relevant 

policies, plans, objectives, targets and 

processes. 

Sub-criterion 2C: 
Policy and strategy are developed, 
reviewed and updated. 

Areas to address may include: 

• Developing policy and strategy 
consistent with the organisation’s 
mission, vision and values and based on 
the needs and expectations of 
stakeholders and information from 
learning and innovation activities; 

• Balancing the needs and expectations 
of stakeholders; 

• Balancing short and long-term 
pressures and requirements; 

• Developing alternative scenarios and 
contingency plans to address risks; 

• Identifying present and future 
competitive advantage; 

• Aligning the organisation’s policy and 
strategy with that of partners; 

• Reflecting the fundamental concepts of 
Excellence in policy and strategy; 

• Evaluating the relevance and 
effectiveness of policy and strategy; 

• Identifying critical success factors; 

• Reviewing and updating policy and 
strategy. 

T H E  M O D E L  I N  P R A C T I C E  2  

Our planning process provides the 
framework for defining our 
strategies and policies, generating 
business objectives and translating 

them into Corporate and Business Unit Balanced 
Scorecard key performance targets. Individual 
objectives and targets, which support these plans and 
scorecards, are then drawn up. Our strategic planning 
process is a top down framework that provides all our 
managers with a set of top-down guideline strategies 
that link and harmonise all our company wide 
objectives, targets, scorecards and improvement 
initiatives. 

The use of the Excellence Model has helped us refocus 
our overall approach to delivering the principles of 
continuous and breakthrough improvements through 
our strategy and policies. We use the Excellence 
Model as a tool to help measure the effectiveness of 
our strategies against our results. In order to ensure 
the deployment of improvement activities across all 
our businesses, our managers are assigned as action-
owners of areas from improvement identified from 
our annual assessments against the Model. We brief 
updates on our scorecard performance monthly. 

During the past five years we have further developed 
our strategy and policies to reflect the changing needs 
of our stakeholders. Our scorecards help us to ensure 
that we attempt to balance the needs and 
expectations of all four sections of the scorecard i.e. in 
providing customer service excellence, maximising 
shareholder value, improving internal processes and 
developing growth and innovation. 

Our Executive team maintains our rolling 3-year plan 
on an annual cycle, using a top-down planning 
methodology with bottom up input through feedback 
from our people. Our annual planning schedule covers 
around 4 months, with the production of a series of 
iterative drafts of the following year’s plan and 
budgets based on scenario planning and end-of-year 
performance estimates. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
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Continuous learning, 
improvement and 
innovation 
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Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The content of the office business 
plan is debated at our staff conference 
where delegates consider what is 
required during the next 12 months. 

Delegates comprise the senior management team 
together with representatives from the staff and the 
local trade union. 

Agency policy requirements, key performance targets, 
customer and staff survey results and issues arising 
from self-assessment and IiP are all considered when 
formulating the Plan. Publication of a single sheet 
business plan then follows conference. This is split 
into three sections: (a) our commitment and objective, 

(b) a record of office performance against our key 
performance targets and (c) specific action points 
relating to the implementation and development of 
projects arising from debate at conference. 

The Business Plan is supplemented by an additional 
document, which details each of the action points 
against their specific criterion within the Excellence 
Model. An owner is identified for each action who 
ensures that the action is completed within set 
targets. They will also monitor the results achieved 
and review the outcome. The action owner, target 
dates and method of review are all incorporated in 
the supplemental document to the business plan. 

Progress against the Business Plan and supplemental 
document is reviewed at monthly meetings of the 
Senior Management Team. At these meetings each 
Criterion Owner will provide reports based on the 
findings from the projects/action points. The Team 
considers recommendations based on these findings 
and their conclusions incorporated into the Business 
Plan and Supplemental Document. Both the Plan and 
Document are published on the local Intranet so that 
all staff have the opportunity to see the goals for the 
office and how we are progressing month on month. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Strategies and policies for the 
business are developed each year 
when the current business plan is 
updated at the annual strategic 

review. An appropriate set of strategic objectives for 
the future direction of the company is decided by the 
Executive Team/ Management Team. These take into 
account how the team would like the organisation to 
grow in the next 3-year period. For the past 4 years 
the key objectives of the company have remained 
unchanged as they are entirely appropriate for 
maintaining consistency with the vision and mission of 
the organisation, all of them being based on 
continuous improvement and the expectations of 
stakeholders. 

The strategies for obtaining these objectives change as 
improved processes, management techniques, training 
and new technologies develop and as priorities change. 
The Executive Team/Management Team discuss any 
new or revised policies or strategies that need to be 
introduced to our processes in order to meet the key 
objectives. Targets are set for projected sales to each 
market which leads to new targets for marketing, 
capital equipment, employment levels, training and 
Management Information Systems to keep up with the 
growth in production. 

The needs and expectations of all stakeholders are 
reviewed on a regular basis. It is important to keep 
everyone happy and this involves having a balanced 
approach and ensuring that satisfying one stakeholder 
will not be to the detriment of another. Improvements 
to one stakeholder can have a positive knock on 
effect on all other stakeholders, e.g. improvements to 
our supply of raw material has benefited our 
customers, employees, suppliers and ultimately, our 
shareholders and the local community. 

Two years ago at the Strategic Review, turnover 
figures were set and these have just been revised. 
Each time the turnover targets are revised, the 
number of machines and employee levels are also 
reviewed and revised to keep abreast of the 
production increases required. 
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Criterion 2Criterion 2 

3.2 Policy and Strategy 

C
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How the organisation implements its 

mission and vision via a clear 

stakeholder-focused strategy, 

supported by relevant policies, plans, 

objectives, targets and processes. 

Sub-criterion 2D: 

The Company’s methodology for 
identifying and managing key 
strategic programmes in a systematic 
manner is a tremendous asset. This, 

coupled with the dedication and team spirit that 
pervades the organisation, makes it a very successful 
unit. 

The Company has an integrated planning and 
operational management system. Overall strategy is 
reviewed quarterly by the Board, with periodic 
(normally annual) externally-facilitated strategy 
workshops. Key processes and process owners are 
identified or reviewed and effective measures on how 
to ensure that key processes are delivering to plan are 
agreed. 

Programmes and projects that are classified as critical 
to delivering strategic objectives are identified in the 
Annual Quality Plan and Budget, and are reviewed 
monthly by the Board. Process ownership is allocated 
to functional managers who are best placed to deliver 
process goals and objectives through their functional 
management and communication processes. Top-level 
measures are included in the Company Balanced 
Scorecard. 

In addition to its role in linking strategy and 
operational plans, the Scorecard is published on the 
Intranet as a communications tool. Strategy Focus 
Workshops, available to anyone in the Company with 
an interest in the basics of strategic management and 
how it is applied, are an additional channel for 
strategy communication. The development of a 
Balanced Scorecard is one of the syndicate exercises 
used in these workshops. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Policy and strategy are deployed via 
the following key processes: 

Service Planning-the development of 
the department’s Service Plan, 

including the determination and allocation of resources 
is undertaken annually through a formal planning 
process, taking account of County Council and 
customer priorities. 

Service Delivery-implementation of the agreed 

Service Plan with regular monitoring and review. 

Service Review-formal review of the Service Plan that 
feeds back into service planning. 

Clear ownership of key processes is defined in the 
Department’s Service Plan and in individual Job 
Descriptions, which define areas of responsibility and 
provide clear lines of management/direction. 

As indicated above, Policy and Strategy are deployed 
via the following cycle of key processes: 

Service Planning-The service planning process led by 
the Departmental Management Team involves the 
translation of corporate objectives, policies and 
strategies into an annual Departmental Service Plan 
which identifies: departmental objectives and key 
tasks, section key tasks, departmental strategic 
training and development plan, personal action and 
training/ development plans, resources required to 
deliver the plan. The County Council’s property 
portfolio determines the responsibility for each 
property and this in turn helps to establish the nature 
and extent of services to be provided to particular 
clients or client groups. 

Service Delivery-departmental, Section, Personal 
Action Plans and agreed work programmes form the 
basis for the delivery of services by the department’s 
three business units. Progress is monitored regularly 
throughout the year via various different meeting 
forums involving staff, managers, suppliers and 
clients. 

Review-review of deployment is achieved through 
regular monthly review at DMT of progress against 
the Service Plan. There are special DMT meetings 
twice yearly at which the overall deployment of the 
department’s policy and strategy is reviewed. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our Managing Director developed 
the first framework of Key Processes 
when we moved to our new 
premises in 1994. These were based 

on the Group framework first used in 1986–7 as part 
of its Quality in Physical Distribution. Since then we 
have gradually migrated from the Quality in Physical 
Distribution format initially to accommodate BS5750, 
followed by IS09002. The framework has been 
continuously refined to the extent that there are now 
24 Key Processes, of which 11 are deemed to be 
Critical Key Processes. This process framework is the 
cornerstone and drives the agenda which is also used 
to indicate when the next process is due for review and 
who will lead the discussion. 

Every member of staff is an owner of certain 
processes. Responsibilities of a Process Owner are 
clearly defined. 

At the end of every year, we review whether the 
ownership of key processes is still relevant or process 
ownership rotation might be beneficial. If 
responsibilities or the process itself have changed 
during the year, or perhaps someone’s experience or 
expertise has developed, a change of ownership may 
be agreed. If so, job descriptions and Personal 
Development Folders would be revised to reflect the 
changes. 

All Key Processes are defined and documented by 
means of the agenda, which also identifies interested 
stakeholders. In recent years, we have vastly improved 
our knowledge of process variation and capability, 
following visits to other companies and attendance at 
courses on Statistical Process control. 

Because the Key Processes, and their performance are 
so fundamentally important to the achievement of our 
policy and strategy, we subject them to regular review. 
However, as well as reviewing process performance, 
we also regularly take high level view of the totality of 
the process framework and the approaches we 
employ in using the process framework to achieve our 
policy and strategy. The entire framework of key 
processes is formally reviewed annually at the year-
end and is tested against the delivery of our Business 
Objectives. 

Links to Fundamental Concepts 
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Policy and strategy are deployed 
through a framework of key processes. 

Areas to address may include: 

• Identifying and designing the 

framework of key processes needed to 

deliver the organisation’s policy and 

strategy; 

• Establishing clear ownership of the key 

processes; 

• Defining the key processes including 

the identification of stakeholders; 

• Reviewing the effectiveness of the 

framework of key processes to deliver 

policy and strategy. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 2Criterion 2 

3.2 Policy and Strategy 

C
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How the organisation implements its 

mission and vision via a clear stakeholder-

focused strategy, supported by relevant 

policies, plans, objectives, targets and 

processes. 

Sub-criterion 2E: 

Our Strategic planning and policy 
deployment process is based on the 
Japanese concept of hosin kanri, 
which simply means ‘management of 

pointing the way’. The Strategic plan and policy are 
deployed through the organisation via Departmental 
Policy Plans and into individual objectives at manager, 
supervisor and engineer levels. Our 5-point plan process 
supports this deployment as a means of identifying cost 
reduction or value adding opportunities. 

These opportunities are translated into specific 
objectives with identified responsibilities, which are 
then deployed as individual objectives at engineer and 
manager level, with supporting ‘sub-objectives’ 
deployed at supervisor and team leader level. Progress 
review of these objectives is undertaken weekly 
accumulating achievements upwards from sub-
objectives to objectives to company goal. The process 
is closely aligned and supported by the Department 
planning processes, to facilitate the achievement of 
investment and operational plans. 

The organisation has a well structured communication 
framework which facilitates an effective flow of 
information up, down and across the organisation 
and includes external communication to customers, 
suppliers and to sister organisations who support our 
manufacturing processes through their sales or 
support processes. Key communication vehicles 
include: team briefing for periodic cascades, 
supervisory briefings by the Manufacturing Director 
and his team together with consultative forums and 
team meetings. 

All Departments display policy, targets and progress 
within the workplace. The Human Resource Leader, 
who determine the media, timings and company 
content as part of the total planning process, 
undertakes all planning for the communication of 
policy and strategy. The Manufacturing Director and his 
team give initial policy briefings to all employees as one 
of the quarterly senior team presentations to 
employees. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The implementation of Lotus Notes in 
1997 provided a valuable mechanism 
to enable information relating to policy 
and strategy to be communicated 

throughout the Department. It was a key strategic 
decision to provide access to Lotus Notes to all office-
based members of staff, and in 2000 this was extended 
to include all members of staff by providing access to 
field-based workers. 

Examples of information communicated via Lotus Notes: 

• The Departmental Service Plan (part of the Service 
Management System) 

• Team Briefing notes 

• Meetings Database (Agendas and Minutes of all 
Departmental Meetings) 

• E-mail 

• Corporate Bulletin Board (business and social) 

• Quality Management System (Quality Assurance 
Manual and Quality Assurance Audit programme) 

• The Health and Safety Manual 

• Committee Reports 

• Project Management System 

• Lists of Contractors and Consultants and Croner’s 
Premises Management publication Document 
Libraries (corporate and departmental) 

• Property Asset Register/File List 

• Corporate Consultation Database. 

The Departmental Service Plan is formally presented to all 
staff each year, providing an opportunity for discussion in 
relation to all aspects of our business. 

This year’s event was held in the Council Chamber in and 
involved a presentation by the Director of Property 
Services and a Councillor reviewing last year’s 
performance and confirming the key objectives for the 
next year. 

Other sessions are held to communicate key initiatives as 
they happen, for example in 1998 the Chief Executive 
and Director of Property Services gave a presentation to 
all staff on the Best Value initiative, and previously there 
have been presentations on the implementation of 
Quality Assurance and the effects of Compulsory 
Competitive Tendering. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Whilst there is a 5 year Plan in place 
detailing where the business needs 
to be/wants to be, the Company 
utilises a Quality Steering team 

which meets monthly to detail and review key critical 
plans and monitor performance. The Company utilise 
a Road Map based around the European Foundation 
for Quality Management Excellence Model, to ensure 
that all aspects are covered and planned for, thus the 
Company maintains an impetus of continuous 
improvement. 

The road map contains all key processes and projects 
required to meet the Company’s objectives, with 
responsibilities, times and dates for completion. 

The utilisation of the Road Map allows the Board to 
instigate and monitor teams that may work on 
continuous improvement, problem solving and 
corrective action teams. All aspects of the crux of the 
model are utilised throughout the Company to ensure 
that the Company understands and utilises the key 
enablers driving them towards a successful Results, all 
aspects of the model are passed to everyone within 
the facility. 

Having processes that support and drive the Enablers 
of the EFQM Excellence Model gives us the confidence 
that we have the ability to communicate our policy 
and strategy through all aspects of our Company. 

Links to Fundamental Concepts 
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Policy and strategy are communicated 
and implemented. 

Areas to address may include: 

• Communicating and cascading policy 

and strategy, as appropriate; 

• Using policy and strategy as the basis 

for planning activities and the setting of 

objectives and targets throughout the 

organisation; 

• Aligning, prioritising, agreeing and 

communicating plans, objectives and 

targets; 

• Evaluating the awareness of policy and 

strategy. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  T H E  M O D E L  I N  P R A C T I C E  2  123 123 



T 

c==>·····f ]~[ J-····c==> 
·-------------__ / ' __________________ / 

o ~i/Q 
~ 

T 
123 T H E  M O D E L  I N  P R A C T I C E  2  

Partnerships 
& Resources 

Policy & 
Strategy 

People 

Processes 

Society 
Results 

Customer 
Results 

People 
Results 

Key 
Performance 

Results 
Leadership 

The Excellence Model 

Innovation and Learning 

Enablers Results 

© EFQM – 1999 

People Criterion 3 

Leaders ensure ‘‘ the organisation 
has the necessary 
quality and 
quantity of staff, 
and that they are 
cared for, listened 
to and 
recognised, to 
deliver its policy 
and strategy.

‘‘ 
3E Rewarding 

and caring 
1 Leadership 3A HR planning 2 Leadership 

2 Policy and 
Strategy 

3D Communicating 3B Setting objectives 
and developing skills 

3C Involving people 4 & 5 Partnerships and 
Resources, 
Processes 

1 & 5 Leadership, 
Processes 

Linkages between 
the sub-criteria 
and with the 
other enablers 
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Criterion 3Criterion 3 

3.3 People 

C
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P
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How the organisation manages, develops 

and releases the knowledge and full 

potential of its people at an individual, 

team-based and organisation- wide level, 

and plans these activities in order to 

support its policy and strategy and the 

effective operation of its processes. 

Sub-criterion 3A: 
People resources are planned, managed 
and improved. 

Areas to address may include: 

• Developing human resource policies, 

strategies and plans; 

• Involving employees, and their 

representatives, in developing human 

resource policies, strategies and plans; 

• Aligning the human resource plans with 

policy and strategy, the organisational 

structure and the framework of key 

processes; 

• Managing recruitment and career 

development; 

• Ensuring fairness in all terms of 

employment, including equal 

opportunities; 

• Using people surveys and other forms 

of employee feedback to improve 

human resource policies, strategies and 

plans; 

• Using innovative organisation 

methodologies to improve ways of 

working, e.g. restructuring the supply 

chain, matrix working, flexible team 

working, high performance work 

teams. 

T H E  M O D E L  I N  P R A C T I C E  2  

Our people are the main source of 
our overall flexibility and people 
management is recognised as one of 
our business critical processes. In the 

early 90s customer audits and competency 
expectations began to emphasise the link between 
the business planning and people development 
processes, in addition to the direct manufacturing 
capability provided by IS09000. We realised that, like 
IS09000, Investors in People (IiP) would become a key 
standard for suppliers in our industrial sector. As a 
result of this, during the business planning process of 
1992, the Management Team agreed to a policy 
direction that would achieve IiP certification. This 
objective was achieved in September 1993, and we 
were successfully re-certified in 1996, 1999 and 2001. 

Our achievement of IS09000 and ‘Investors’ enabled 
us to move rapidly to QS9000 certification in 1997. IiP 
was also an underpinning aspect of our achieving the 
IS014001 environmental standard certification in 
November 1998. 

During the general recession in manufacturing in 
1993 the organisation recognised that radical changes 
were required within its operating structure in order 
to remain competitive in the rapidly fluctuating 
economic climate. At its annual planning workshop in 
1994 the Senior Management Team developed the 
Business Transformation approach. This provided the 
basis for aligning our Human Resource strategy with 
the policy and process review and change 
management from 1994 to 2000, covering two of our 
Challenge periods 1994–1996 and 2000. 

The Business Transformation plan has driven the 
introduction of many changes and developments in 
working methodology, aimed at increasing our 
capability for adaptability, flexibility and 
responsiveness. These capabilities are essential in 
meeting the increasing demands of our customers 
and the marketplace in which we compete. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

We develop our People Strategy in 
the context of the Values, national 
priorities and a range of inputs, for 
example integrated consultation 

with all District and Regional Teams, with 
improvement groups and with Trade Union 
representatives. The Regional HR Manager presents a 
draft strategy at our Annual Planning conference. It 
sets our approach to HR issues and promotes our 
people priorities so that each team is equipped to 
agree actions under the “People” Value in their 
Business Delivery Plan. 

The strategy addresses the HR implications of any 
changes in Annual Performance Agreement priorities 
and resource for the year ahead. The strategy is 
finalised at the conference. We measure the 
effectiveness of our strategy formulation process 
through Excellence assessment and in response; have 
involved Regional Business Team members at an 
earlier stage in the process year on year. The 
effectiveness of our People Strategy throughout the 
year is reviewed through bi-lateral meetings of the HR 
Manager with each Regional Business Team member 
and through feedback received at the monthly 
Regional Business Team meeting. 

In developing our People Strategy for 2000/01 additional 
consultation on region wide actions related to 
Leadership and People was carried out with the Regional 
Business Team, through a one day event prior to the 
Planning Conference. The Regional Business Team 
reviewed evidence from our Regional People survey, from 
assessment against the Equality Framework and from the 
review of Leadership completed by all managers at our 
Annual Business Conference, together with our 
approach to the collection and use of people data. 

We use a competence framework as the basis for 
vacancy filling and recruitment. The process involves 
specifying the competencies and behavioural indicators 
required for each job. All internal and external 
applicants for vacancies provide evidence to match the 
specified competencies from their working experience. 
All vacancies are open to full or part-time applicants. 
Around one in four of our people work part-time. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our Company conducts a 
comprehensive appraisal system for 
all staff twice a year. Performance is 
measured against an expectation 

skill set for each position, providing staff with visibility 
of the requirements to achieve promotion. 

The personal development plan integrates the 
business objectives with personal objectives and 
identifies any training needs. This information is used 
to develop the training budget for the year ahead. 
Software systems capture feedback from delegates 
and track the success of particular courses. 

The company combines traditional in-house and 
external training with the following innovative 
training techniques to develop its staff, e.g. 

• A comprehensive monthly induction programme 
for new employees 

• Professional Studies supported by the company 
through study leave days and funding for courses 
and exam fees 

• The Company University which is conducted on a 
regular basis by staff and for staff to harness 
individual skills, knowledge and experience to 
further develop the skills of other staff 

• Mentoring Scheme to encourage employees to 
gain career guidance and support from a 
colleague 

• Graduate Training Scheme accredited by the 
Institute of Electrical Engineers 

• Team-building events held twice a year for all staff 
to undertake a wide range of activities to learn 
valuable skills that can be applied to their jobs. 

Links to Fundamental Concepts 
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Criterion 3Criterion 3 

3.3 People 

C
H

A
P
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R

3

How the organisation manages, develops 

and releases the knowledge and full 

potential of its people at an individual, 

team-based and organisation-wide level, 

and plans these activities in order to 

support its policy and strategy and the 

effective operation of its processes. 

Sub-criterion 3B: 
People’s knowledge and competencies 
are identified, developed and 
sustained. 

Areas to address may include: 

• Identifying, classifying and matching 

people’s knowledge and competencies 

with the organisation’s needs; 

• Developing and using training and 

development plans to help ensure 

people match the present and 

future capability needs of the 

organisation; 

• Designing and promoting individual, 

team and organisational learning 

opportunities; 

• Developing people through work 

experience; 

• Developing team skills; 

• Aligning individual and team objectives 

with the organisation’s targets; 

• Reviewing and updating individual and 

team objectives; 

• Appraising and helping people improve 

their performance. 

T H E  M O D E L  I N  P R A C T I C E  2  

To aid motivation individuals are 
developed through long-term plans. 
Business, Personal and Stretch 
objectives are cascaded from the 

Board on a yearly basis and monitored through 
quarterly reviews. Personal Development Plans ensure 
training and mentoring is utilised to best benefit the 
individual and the business, and controlled through a 
training and development budget. 

We developed the ‘Exceeding Expectations’ 
improvement programme as a framework to aid 
teams achieve our and their business goals and better 
understand our Mission and Values. Teams work 
through the nine modules designed to promote the 
value of both our internal and external customers. 
Ensuring the programme works, we have designed a 
Mentoring Support Loop allowing team ideas to be 
visibly encouraged by the Board. The Exceeding 
Expectations programme has proved to be a success 
and will shortly be rolled out to the Group. 

Feedback is critical so various forums have been 
created allowing ground-level staff the opportunity to 
impact upon the workings of the Division. Annually, a 
group of staff review the Vision, Mission and Values 
with the Savings Board to ensure all our Stakeholders 
needs are being addressed this also demonstrates staff 
involvement and not just management words. 

Staff development is also monitored through Staff and 
Customer Perception surveys. Emphasis on these two 
Stakeholders is achieved through regularly reviewed 
growth targets. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our Personal Development Review 
system is fundamental to the 
preservation and development of our 
people’s skills and is an integral part 

of Human Resource policy. This allows our people to 
develop personal and management skills by agreeing 
training requirements on a Personal Development 
Plan. In December 1998, after consultation with 
people throughout the business, we introduced 
Personal Development Portfolios to focus people on 
their personal development and allow them the 
opportunity to record examples of the competences 
they have demonstrated. Our skills requirements are 
determined by the tasks our customers demand of us 
and the expected volumes/nature of work. Short and 
long-term needs are defined and reviewed by our 
Human Resource Team. Competence profiles, which 
include teamwork, forward thinking and interpersonal 
skills, are required for every job within the 
organisation. 

The Human Resource Manager in consultation with 
Business Unit managers aligns an individual’s skills 
with job competence profiles and business needs. 
Profiles ensure that an individual’s skills are matched 
with the post. This enables jobholders to compare 
their skills with those required for a particular post 
and identify short and longer-term training needs for 
inclusion in Personnel Development Plans. We 
continuously develop skills by researching and 
investing in new training programmes aligned to 
future business needs. 

The annual Staff Training and Development Strategic 
Plan ensures alignment between business objectives, 
future capability and individual development needs. 

The annual Training and Development Plan sets out 
the training priorities and developmental needs to 
meet organisational objectives and the individual 
needs of our people as identified with their managers 
in their Personnel Development Plans. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

One area we do excel in is the 
training element, which has been 
supported by the company winning 
a National Investors Peoples Award. 

The adoption of the Business Excellence Model 
process has ensured we operate a structured 
approach to training. The approach is reviewed 
annually by the company and every three years by 
Investors in People. 

This process allows us to review our short and long 
term business and ‘skills needs’ from our Strategic 
Architecture (3–5 year rolling business plan). The short 
term includes Employee Appraisals, Local and 
Legislative needs, which is transformed into one 
annual plan. This plan is reviewed and adjusted 
quarterly to accommodate the ongoing business 
flexibility needs. The process requires participation at 
all levels of the organisation. To improve the 
effectiveness of the process, we have found that a six-
month evaluation of training has been very effective 
as it allows Managers to review those training plans 
they have instigated. 

This system easily allows us to verify the three stages 
of evaluation: 

(1) that the training achieved its objectives on the 
day of training 

(2) six monthly review shows if the training is being 
used and is therefore an investment (or needs 
review or refresher) 

(3) it shows the progress to our plan and how it 
affects the business results and if training has 
been delivered effectively and its impact on the 
bottom-line. For example, in 1998 we combined 

(i) the introduction of Lean Manufacturing 

(ii) introduction of Self-Directed Work Teams on the 
shop floor 

(iii) Kaizen Workshops. 

This resulted in a 40% increase in production with the 
same number of employees, capacity and floor space. 
We have also continued to grow 20% approximately 
each year subsequently. 

Links to Fundamental Concepts 
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Criterion 3Criterion 3 

3.3 People 

C
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A
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3

How the organisation manages, develops 

and releases the knowledge and full 

potential of its people at an individual, 

team-based and organisation-wide level, 

and plans these activities in order to 

support its policy and strategy and the 

effective operation of its processes. 

Team working and ongoing 
improvement have been core aspects 
of our culture since the late 1970s. 
In that period it has developed from 

gaining commitment to team work as an appropriate 
way of working, through developing expertise in the 
use of quality tools for improvement, to its present-
day form of (Small Improvement Groups) and (Small 
Project Groups). Involvement is gained through the 
employee performance review process which reviews 
past performance, future objectives, upward feedback 
on his or her direct leader and the identification of 
future development needs and 87% of staff 
participated. 

Small Improvement Groups play a significant part in 
gaining involvement of people and promoting taking of 
responsibility for solving problems. Small Improvement 
Groups enable individuals or small groups to identify 
small improvement opportunities (kaizen) and, 
following agreement with the Department 
Manager/Supervisor, implementing the improvements. 
The more substantial improvements are managed via 
the focus charts discussed. Over 1000 Small 
Improvement Groups have been recorded each year. 
Other activities enable groups of 3–6 employees to 
tackle a significant improvement opportunity. Normally 
management directed, a Team Leader will be 
designated (at operator or Team Leader who will then 
pull together an appropriate mix of skills to tackle the 
project. About 25 groups are active each year, 
producing improvements that typically run into six 
figure sums. 

Each year, a plant presentation day is held which 
involves teams from each Department presenting their 
themes to the whole of the organisation. The best 
team receives a small prize, and all team members 
who participated receive a special group badge, which 
can only be worn by those individuals who have been 
involved with a theme completion. Every two years 
the top team from each of the two preceding years 
will take part in a special competition, the winners of 
which visit the Parent Company in Japan, where they 
present their achievements to the directors and 
employees. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

People can choose which School 
Improvement Group they wish to 
join. Senior leaders help in the 
planning, monitoring and review of 

the work of the groups. The School Development 
Committee outlined the methodology for deciding on 
improvement activities and this is made available to all 
staff. The work of School Improvement Groups is 
given a high profile on staff training days. New 
recruits are encouraged to join the Senior 
Management Team. 

Our mission of “Excellence” embraces the concept of 
teamwork and involvement of everyone. 

All staff are consulted and /or actively involved in the 
drawing up of policy and strategy and in their review. 
This provides opportunities for all levels of staff to 
demonstrate innovative and creative behaviour, e.g. in 
reviewing the strategy on Discipline, staff asked for a 
School Improvement Group to be set up to look at 
ways of rewarding pupils for good behaviour. This was 
done and 7 excellent ideas resulted. These have been 
implemented and will be monitored and reviewed by 
the Pastoral team and the School Discipline 
Committee. 

Heads of Year can decide what action to take 
regarding pupil discipline, without having to refer 
their decisions to the next line of management. They 
can also monitor and review their actions without 
further referral. Likewise, Heads of Department can 
decide their own teaching strategies, implement, 
monitor and review them without referral to the next 
line of management, e.g., a Mathematics teacher 
introduced a new strategy of individualised learning 
for teaching ‘A’ level Mathematics. He planned, 
implemented, monitored and reviewed it through the 
performance of the pupils. Evaluation of people 
empowerment and effectiveness takes place on a two 
yearly basis, e.g. as a result of review, it was decided 
to empower teachers to develop their own Literacy 
strategies within their departments and to share these 
with the whole staff. 

Teamwork is an integral part of our way of doing 
things. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

It is critical to our success that 
everyone is firstly able to contribute 
the best of their abilities and 
secondly feels involved in continuing 

improving the performance of the business. Indeed 
our Quality Policy outlines the key role employees 
place in our pursuit of excellence. 

The execution of this policy is communicated via the 
corporate refresher inductions. Feedback is reviewed 
and corrective action taken. 

It is vital, to encourage employee involvement and 
engagement, that regularly pull people together to 
share business progress and priorities and celebrate 
success where appropriate. We are constantly striving 
to be first to market with new concepts and product 
innovations. This year’s survey showed that 97% of 
employees felt that they had the freedom to make 
suggestions for new products, systems and solutions 
to problems. 

Empowerment of our people is essential for us to 
keep pace with customer needs, make timely 
decisions and contribute to the development of the 
business. This is encouraged through team meeting 
and cross-functional focus groups. In team meetings 
any initiatives or other business discussed at 
Management Meetings is cascaded to other team 
members. In addition, the enabling technology of the 
business empowers people to a great extent. For 
instance, new technology gives the trading teams 
great visibility of profitability – they are empowered to 
make decisions based on this; plus Lotus Notes 
provides the technical mechanism for trading teams to 
submit tactical proposals. 

This year’s survey showed that 85% of employees felt 
that they are free to do the things they are capable of. 

Teamwork is also now on the agenda for off-site 
meetings where activities are undertaken to help 
foster teamwork. For example, at the Wholesale & 
Convenience quarterly sales meeting external 
consultants were used in the running of a number of 
team building exercises. The recent employee survey 
showed that 76% of employees feel that their team 
skills are being developed. 

Links to Fundamental Concepts 
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Sub-criterion 3C: 
People are involved and empowered. 

Areas to address may include: 

• Encouraging and supporting individual 

and team participation in improvement 

activities; 

• Encouraging and supporting people’s 

involvement through in-house 

conferences and ceremonies; 

• Providing opportunities that stimulate 

involvement and support innovative 

and creative behaviour; 

• Empowering people to take action; 

• Encouraging people to work together 

in teams. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 3Criterion 3 

3.3 People 

C
H
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P
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3

How the organisation manages, develops 

and releases the knowledge and full 

potential of its people at an individual, 

team-based and organisation-wide level, 

and plans these activities in order to 

support its policy and strategy and the 

effective operation of its processes. 

Communication is a key part of the 
success of our business. Identifying 
communication needs is not just 
about understanding what people 

want to know, but is also about determining what 
they need to know to enable them to perform better. 
Further it is about understanding what the business 
needs to know from its people. The information on 
communication needs is gathered through a variety of 
approaches including: 

Performance Appraisal and Career and Personal 
Development Reviews: Through discussion with line 
managers associates highlight the supporting 
information they need to have communicated to them 
to do their jobs. Equally the line manager establishes 
the communication they need from their associates. 

Daily Briefs: The Daily Briefs as well as providing the 
communication vehicle, also identify the needs with 
associates deciding on the subjects they wish to 
discuss. 

Surveys: Questions within the surveys identify the areas 
where associates believe they are not getting enough 
information (or perhaps too much!). 

Team Meetings: Again agendas are influenced by the 
needs of the associates. 

Feedback on Events: The feedback on communication 
events enables us to identify shortfalls in the 
communication. 

Strategic Planning: Where the corporate 
communication strategies are determined and 
defined. 

Marketing Strategy: Where the internal 
communications regarding new products/services 
special promotions etc are determined and designed. 

Executive Teams: Where communication strategies are 
determined. The range of communication channels is 
considerable. They include Corporate Communication 
Vehicles such as: Business Plan and Balanced 
Scorecard available to all associates. 

Weekly Bulletin: If any information is to be distributed 
to all hotels the information is gathered together and 
sent in a weekly brief. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Communication is an extremely 
important aspect of any business 
and the department realises this and 
as a result has its own 

Communication manager to ensure that staff are 
aware of important issues. 

The department called upon a communications 
consultant to improve communications within the 
business unit, the consultant held workshops with 
over 101 staff and provided advice to staff on 
communications issues. A training event was held to 
develop skills in managing change and to introduce a 
communications planning process. 

The communications manager has set up a forum 
where staff from each area of the business take 
forward ideas, issues and problems to allow for a 
better communication system within the department. 
Staff are also involved in a variety of forums such as 
the Green Commuting Working Party and Appropriate 
behaviour workshops, providing staff with the 
opportunity to put forward their ideas and views and 
views of the colleagues that they represent. 

Quality hours are a weekly event for every team on 
every command and provide staff with the 
opportunity to discuss issues around work. It is often 
in quality hour that Team Briefs are delivered, and 
other important documents are cascaded to our staff. 
This hour is seen as a communication tool and gives 
line managers the freedom to innovate during these 
meetings, for example some team leaders hold team-
building events in this hour whilst others discuss 
methods of improving productivity. This promotes 
feedback from staff enabling them to have input into 
the way they work. 

There are numerous notice boards around the 
department displaying various information from 
details of events to information regarding our 
computer system. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our strategy was developed to give 
direction and guidance to our people 
enabling communication vehicles to 
be tailored to best meet the needs of 

each of the purposes. A clear aspect of the strategy is to 
engender a philosophy of constant challenge and 
review, where individuals are encouraged to question 
communication processes and in particular their own 
responsibilities to ensure communication is as effective 
and direct as possible. 

Employee feedback and discussion on communication 
effectiveness has enabled us to continually review our 
strategy. Discussion within our Intranet Authors 
Group, a session on communication within our 
refresher induction programmes and specific 
questions via the employee surveys has brought about 
changes to what were previously considered effective 
communication channels. 

We use a variety of communication methods, such as: 
tea meetings, the Intranet, e-mail, informal meetings, 
team briefs, phone calls, and management meetings. 

The need for a central forum for key information and 
the sophistication of our systems has enabled the 
development of the Intranet. It carries information on 
a variety of subjects, in a very user friendly format 
Simple navigation enables access to areas split into 
People, Process Brands, Customers, Consumers, Info 
and Results, and External Links. A survey showed that 
over 75% of employees access the Intranet at least 
daily. 

Each year we undertake an exercise to establish our 
headcount for the coming year based on business 
needs. Should a situation arise where we are over our 
headcount then this is managed in a fair and 
consistent way. 

For those who were leaving our business, counselling 
feedback sessions were given and a full brief on their 
redundancy package guidelines and other support 
given such as outplacement career counselling and 
the opportunity to purchase their company car at a 
reduced rate. We also undertook discussions to 
identify any possible job opportunities. 

Links to Fundamental Concepts 
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Sub-criterion 3D: 
People and the organisation have a 
dialogue. 

Areas to address may include: 

• Identifying communication needs; 

• Developing communications policies, 

strategies and plans based on 

communications needs; 

• Developing and using top down, 

bottom up and horizontal 

communication channels; 

• Sharing best practice and knowledge. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 3Criterion 3 

3.3 People 

C
H

A
P

TE
R

3

How the organisation manages, develops 

and releases the knowledge and full 

potential of its people at an individual, 

team-based and organisation-wide level, 

and plans these activities in order to 

support its policy and strategy and the 

effective operation of its processes. 

The organisation has excellent focus 
on People and People Results. Yearly 
a ‘People’ survey known as CARE 
and this year called ‘Our Place to 

Work’ is conducted. Everyone in the organisation is 
encouraged to complete the survey, this year it was 
on-line. 

The results are reviewed in all the teams, action plans 
are produced to address key areas and a monthly 
confidence index is carried out from a random sample 
of people to check progress. 

Comprehensive training programmes are 
implemented when this is seen as a key area to 
improve and a new reward and recognition scheme 
was implemented to also address a key area. To 
ensure issues are raised and actions are taken a 
‘whiteboard’ process was implemented. This is just 
that, a whiteboard is used at every team meeting 
across the organisation to gather issues and the issues 
stay on the board until addressed. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The Pupils committee considers 
pastoral issues, and the committee 
meets every term. The Committee 
reviewed and updated, as necessary, 

policies relating to pastoral issues. The focus of our 
work was in reviewing the behaviour of our students 
towards each other, the staff, and the processes that 
have been implemented. The Positive Behaviour Plan 
linked with our policy against bullying is at the core of 
this work. This is an area that requires a high degree of 
consistency in policy implementation if both students 
and staff are to recognise improvements in the 
environment where teachers can teach, and students 
can learn. 

Students have made significant progress in the overall 
standard of student behaviour through the efforts of 
staff, and acceptance of the good behaviour 
principles. The principles, classroom responsibilities, 
behaviour consequences, advice and behaviour 
outside the classroom are clearly documented for the 
teaching staff and pupils. This is a very positive plan 
that is aimed at changing behaviour with reward, 
praise and acknowledgement. 

Rewards can be Lottery tickets – ten per tutor group 
per term, Year group merits, form prizes. Sanctions 
can include break time detention, letter home to 
parents, and no school trips. 

The school enjoys a well-earned reputation for the 
range and quality of additional activities and learning 
opportunities for pupils. Every pupil should be able to 
find an interest in which to participate, outside of the 
normal school day. Of course, a number of these 
activities give the opportunity for parents and family 
to witness the success of the pupils, e.g. music 
concerts, drama productions and dance productions, 
all of which enhance pupils’ confidence, and create a 
working together environment. 

We are very appreciative of the amount of hard work, 
personal time and dedication of staff that organise 
these and the other many activities, and of course the 
enthusiasm of the pupils, and the support of parents. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

We have a number of strategies and 
policies to support people in our 
business with regard to how they 
are rewarded, recognised and cared 

for. 

We use a job evaluation system to ensure that roles 
are sized consistently and fairly, and with uniformity 
across the company. This allows us to match a salary 
range to the job grade. Our salaries are benchmarked 
to ensure we are within the top quartile, against a 
range of Nation Surveys. Individual salaries are audited 
each spring by the Remuneration Department across 
the Company, and, for example, anomalies to mark 
rate are highlighted. Each autumn we undertake an 
annual salary review where awards are linked to 
performance. Plus, we practice active salary 
management by addressing salary issues as they arise. 

Equal opportunities are addressed in this area also. 
Within the last few months an audit has been 
conducted across the company to assess gender bias. 

We also operate a profit related bonus scheme 
applicable to all employees that allows a bonus 
payout based on percentage of salary should profit 
targets be achieved. 

An incentive scheme is also run for the sales team 
where award is has not solely on individual 
achievement but by team achievement as well. 

Centrally, a Remuneration Committee operates at plc 
level benchmarking our remuneration and benefits, 
and guidelines are then passed down to individual 
trading companies. A Remuneration Working Party is 
in place at local level to ensure consistency of 
application of policies and to address any issues. 

Through employee surveys and line management 
input, employees are given the opportunity to 
comment on remuneration and benefits and this 
feedback is then addressed. 

All employees receive full details on their employment 
details, rights entitlements and responsibilities 
through individual contracts of employment and the 
Company Management Handbook. As a caring 
employer our target is to succeed statutory 
requirements for our people policies, such as in our 
provision of redundancy payments and support. 

Links to Fundamental Concepts 

C
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Sub-criterion 3E: 
People are rewarded, recognised and 
cared for. 

Areas to address may include: 

• Aligning remuneration, redeployment, 

redundancy and other terms of 

employment with policy and strategy; 

• Recognising people in order to sustain 

their involvement and empowerment; 

• Promoting awareness and involvement 

in health, safety, the environment and 

issues on social responsibility; 

• Setting the levels of benefits, e.g. 

pension plan, health care, child care; 

• Promoting social and cultural activities. 

• Providing facilities and services, e.g. 

flexible hours, transport. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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The Excellence Model 

Innovation and Learning 

Enablers Results 

© EFQM – 1999 

Partnerships and Resources Criterion 4 

The‘‘ organisation’s 
internal resources 
(e.g. assets) and 
external resources 
(e.g. suppliers) 
are managed to 
ensure its policy 
and strategy can 
be delivered.

‘‘ 
4B Financial Resources 2 Leadership1 & 5 Leadership, 

Processes 

4A External 
Partnerships 

2 Policy and 
Strategy 

3E Information and 
Knowledge 

4C Assets 

3E Technology 

1 & 5 Leadership, 
Processes 

5 Processes 

Linkages between 
the sub-criteria 
and with the 
other enablers 
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Criterion 4Criterion 4 

3.4 Partnerships and Resources 

C
H

A
P

TE
R

3

How the organisation plans and manages 

its external partnerships and internal 

resources in order to support its policy and 

strategy and the effective operation of its 

processes. 

Sub-criterion 4A: 
External partnerships are managed. 

Our business unit is a smaller unit of 
a larger group. As such the supply of 
items into us is dictated by the 
organisational structure. 

Nevertheless, we take a degree of control of these 
partnerships as internal customers. 

Our policy and strategy drive our approach to supplier 
relationships. This is realised by working with suppliers 
to deliver components to required quality and to plan, 
so reducing total programme lead times and costs. 

We aim to strengthen our key partnerships through a 
reduction in the number of relationships. 

As an operational unit within a group, our closest 
partners are the Outside Business Units. This 
partnership is driven by the common Enterprise 
Resource Planning system, recently installed across the 
company. Our controllers place orders on to the 
Outside Business Units in line with the demand 
through the system. 

In the product development phase, many of our 
engineers work closely with their Outside Business 
Units colleagues to define the tools and equipment 
needed for the operations unit processes. A review of 
the issues raised has resulted in “working together” 
sessions on Design for Assembly for the new projects. 

Our process improvement teams work with our 
partners to produce a mutually beneficial solution, 
e.g. integrated work patterns meant reusable 
packaging saved warehousing, handling and 
unpacking time throughout the process. 

Our supply chain’s largely specified at the outset of 
any engine project. Both internal supply and special 
providers have to be integrated into our business 
supply chain and we work closely with them to ensure 
compliance with our needs. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

“Partnership” is one of our core 
values. The quality of our 
partnerships has been recognised in 
our being one of only 3 award 

winners the TNT Modernising Government 
Partnerships Awards 2000. We have also received 3 
nationally recognised Schools Curriculum Awards, the 
latest to be presented in June 2000 for the quality of 
our partnerships with parents and community. We 
want to deliver our critical and enabling processes in 
an environment of partnership that emphasises social 
inclusiveness and where joined-up services ensure that 
every pupil is given the best possible chance to 
achieve. This approach is absolutely crucial especially 
for a school such as ours in a highly deprived area. 
Each year, in the review of our School Action Plan, we 
identify our key partners for the coming year. 

We may, for example, decide to continue with 
particular primary schools and scale-down our 
partnership with others if we feel that the partnership 
is no longer adding value. 

All suppliers have a contact name in the school. This 
usually is a member of support staff who is much 
more accessible than teaching staff. Contact can be 
made with a teacher by arrangement through our 
clerical staff or by prior appointment. Complaints are 
very rare and queries are dealt with as far as possible 
on the same day. 

There are complaints procedures in place and these 
are available to our customers as well as our suppliers 
but they have yet to be used by our suppliers. This is 
most definitely due to the very efficient work of our 
office staff who respond immediately to suppliers’ 
concerns. Our pro-active involvement with our 
suppliers is realised in terms of surveys, interviews, 
informal talks, participation in school improvements 
and the formulation of a set of guarantees for our 
suppliers. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

As our business has grown, our 
approach has been to develop 
partnership relationships that are 
mutually beneficial. Our Strategic 

Plan identifies the kind of partnerships that we seek to 
create and examples of these can be found 
throughout the Company. 

For example, the Company has a long-standing 
partnership with a software provider and we have 
worked together to develop a Certificate of 
Competence, the profits of which are divided 
between the two companies. Another example of 
partnership working can be found in the Accessible 
Excellence team where an innovative project has 
resulted in the development of a portfolio of 
partnerships-a group of high quality suppliers whose 
products we are to distribute to our specialized 
customer base at a rate, which will also provide us 
with an income. 

We also have a close working relationship with 
another of our partners who have been responsible 
for producing the written content of our work based 
learning material. Our Company has shared our ideas 
for the future to see whether there are any areas to 
exploit that could be mutually beneficial. 

One of the key benefits to arise from our partnership 
relationships has been improved customer satisfaction 
and refined processes. Our customer evaluation 
process indicated that we needed to invest in giving a 
greater degree of feedback to students and in 
establishing a partnership between this Company and 
a group of external assessors we have been able to 
meet these needs. We have organised special training 
days for the assessors and have a programme in place 
to review the quality of the work carried out by them. 

Links to Fundamental Concepts 
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Areas to address may include: 

• Identifying key partners and strategic 

partnership opportunities in line with 

policy and strategy; 

• Structuring partnership relationships to 

create and maximise value; 

• Forming value-adding supply chain 

partnerships; 

• Ensuring cultural compatibility and the 

sharing of knowledge with partner 

organisations; 

• Supporting mutual development; 

• Generating and supporting innovative 

and creative thinking through the use 

of partnerships; 

• Creating synergy in working together to 

improve processes and add value to the 

customer/supplier chain. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 4Criterion 4 

3.4 Partnerships and Resources 

C
H

A
P

TE
R

3

How the organisation plans and manages 

its external partnerships and internal 

resources in order to support its policy and 

strategy and the effective operation of its 

processes. 

Sub-criterion 4B: 

In addition to competing for market 
share, we must also compete for 
investors to fund future growth. Our 
ability to attract investors was the 

subject of a 1996 study using consultants from the 
financial sector. This resulted in the decision to focus 
our Strategic Business Units on improving 
performance based on Earnings Before Interest and 
Tax, reflecting the profitability of the company in 
terms of profits generated before interest and tax and 
Economic Value Added which is a measure of the 
degree to which the returns generated exceed the 
cost of financing the assets employed. Our driver tree 
provides a guide for financial management. There are 
clear linkages between the Economic Value Added 
driver tree and our strategic themes. This approach for 
linking strategy to action is recognised as best in class 
by many organisations including the EFQM. 

The construction of plans for the allocation of 
financial resources in support of policy and strategy is 
an integral part of the Strategic Planning Process. 
Plans are required for all significant activities carried 
out within the business. These are consolidated at 
business level following review and agreement of 
divisional 

level plans, and facilitate top level resource and 
organisational planning; capital investment planning; 
and overall financial planning. 

The consolidation of these plans and iterative review 
and approval provides a mechanism to link the 
management of financial resources with our financial 
strategy. The Balanced Scorecard process ensures that 
the impact of financial decisions on Process, 
Innovation and Customer Satisfaction is taken into 
account and decisions are not made solely on the 
basis of short-term financial goals. The extent to 
which financial resources are used to support strategy 
is subject to continuous Situation Appraisal in every 
quadrant of the balanced scorecard. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our financial policies are derived 
from legislation, the Chartered 
Institute of Public Finance and 
Accountancy Best Value Accounting 

Code of Practice, the County Council’s Financial 
Regulations and to directly support policy and 
strategy. The council’s financial regulations are 
currently under review to which we have made our 
recommendations for change. Similarly, we contribute 
towards the council’s response to consultation on 
legislation and the Code of Practice. 

Finance is managed through the corporate ledger and 
divisional management information systems. 

Our Finance and Commercial Manager, a qualified 
accountant, owns and reports upon the financial 
management system to the Directorate Management 
Team. The Director of Finance supports the corporate 
financial system. All systems are subject to 
independent review by the authority’s Chief Internal 
Auditor and external auditor. Until the repeal of 
compulsory competitive tendering in January 2001, 
they were also subject to inspection by the 
Department of the Environment, Transport and the 
Regions. 

The Finance and Commercial Manager reports to 
Directorate Management Team on the Financial 
Strategy and this is reviewed, along with any 
recommendations from internal and external audit, at 
the Annual Strategic Workshop to ensure alignment 
with policy and strategy. Operational Services 
Committee oversees the whole process, with the 
Finance and Commercial Manager presenting 
quarterly reports on the financial performance of each 
division and the Directorate overall. Members are thus 
given the opportunity to challenge and comment 
upon our financial management. 

Directorate objectives are agreed through 
incorporation of annual budgets built up by division, 
service, area and overhead accounts. Financial targets 
are thus established along with the key tasks 
necessary to achieve them. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our financial strategy forms a key 
part of our strategic planning 
system and key financial goals are 
identified and understood by all 

staff via strategic planning wall charts which are 
displayed across the entire Company. The Company 
was formed not only to support individual students 
and employers but also to generate income for the 
College itself and this requirement is at the forefront 
of our financial strategy and is well understood by all 
employees. 

Financial management and reporting follows the 
organisational structure. Each team has its own 
budget and teams’ financial records are managed and 
updated by team budget co-ordinators. Our Finance 
Team Leader collates information from team records 
monthly and a report is prepared for the Chief 
Executive detailing gross profit, turnover, cash flow 
etc. This information is used to assist our 
understanding of our progress and to inform decisions 
about bonus payments. We formally review our 
performance against our profit targets monthly and 
information regarding performance in relation to goal 
sharing is also shared with staff monthly. 

All of our financial procedures are subject to audit and 
scrutiny by a number of sources. We are open to 
examination by our parent organisation, and our 
financial processes comply with their requirements 
and are audited by internal auditors. In addition, our 
financial processes are audited annually. However, our 
financial systems are also subject to annual audit by 
the Further Education Funding Council, as assurance 
needs to be given that the company is claiming the 
correct amount of funding for work carried out. Our 
Finance Team leader therefore continually reviews our 
processes to ensure that the information recorded is 
robust. 

Links to Fundamental Concepts 

C
H

A
P
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R
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Finances are managed. 

Areas to address may include: 

• Using financial resources in support of 

policy and strategy; 

• Developing and implementing financial 

strategies and processes; 

• Evaluating investment in both tangible 

and non-tangible assets; 

• Using financial mechanisms and 

parameters to ensure an efficient and 

effective resourcing structure; 

• Managing risks to financial resources. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 4Criterion 4 

3.4 Partnerships and Resources 

C
H

A
P

TE
R

3

How the organisation plans and manages 

its external partnerships and internal 

resources in order to support its policy and 

strategy and the effective operation of its 

processes. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The school maximises the use of all 
classrooms including specialist rooms 
such as Information Technology, 
Science, Music in order to ensure 

that we deliver our critical process, Teaching and 
Learning as efficiently and effectively as possible. In 
support of our enabling process, we open the school 
to the community 5 evenings per week during which 
time, it is used by parents and groups such as Scouts, 
Unislim, and a Mother and Toddler Group. It is also 
used for Saturday School, from 10.00 a.m. – 1.00 
p.m. for our own pupils, and from 2.00 p.m. – 4.00 
p.m. for pupils from our feeder primary schools. 

All of these people are able to make use of the 
resources in the school after school hours. The School 
is open to pupils for a Homework Club and to many 
others for after school activities. We hold special study 
weekends, e.g., a Science weekend, and during the 
Easter holidays we hold a study week. 

We review the process for the management of assets 
in addressing the effectiveness of our critical process, 
Teaching and Learning, on an annual basis. Review 
takes place at Head of Department level and following 
review, amendments are made and implemented, e.g. 
a review of the use of text-books was carried out by 
the History Department which addressed the cost of 
photo-copying text-books as an alternative to 
ordering new copies. Following review, it was found 
to be more cost-effective to order new books. A plan 
was drawn up by the department to order a specified 
number of textbooks from each year’s departmental 
budget. 

We manage the maintenance and utilisation of assets 
through a Resources Management Strategy that is 
followed by all budget holders. We also use a range 
of measures to protect valuable assets which include 
the following: 

• an annual audit of equipment undertaken by the 
Audio Visual Technician 

• a strong room for the storing of valuable assets, e.g. 
camcorders, cameras 

• books in the library are security-tagged 

• pupils pay deposits to borrow musical 
instruments, e.g. pupils pay £10 deposits to have 
guitars in the Folk Music Club. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

We moved into our current premises 
in March 1998 as part of a planned 
expansion. The building is leased 
and an Estates Management 

Company has overall responsibility for the external 
fabric of the building. Internal repairs are managed by 
this company in line with established procurement 
processes. Comprehensive security policies are in place 
to protect our assets, e.g. alarm system and password 
controlled door access. All staff are given guidance 
about these procedures at induction stage. A security-
working group has also been established to achieve 
the BS7799 Information Security Management 
Standard. 

The College controls the recording and management 
of our Company assets and they also calculate 
depreciation values. 

IT systems are properly maintained with regular back-
ups taken. There has only been one recorded Incident 
of our computer systems failing (down time only 
lasting 15mins) in the Company’s history. 

An innovative system is in place for the procurement 
of our work-based learning materials in that a printing 
company stores our stock and delivers our materials 
within two working days. This enables the Company 
to limit the amount of stock holding on the premises 
to 25% of available materials, which maximises our 
use of space. 

An accident reporting system is in place to measure 
the impact of the organisation on the health and well 
being of staff. Health and Safety representatives are in 
place in all parts of the organisation and this team 
keep an advice board up-to-date with guidelines and 
advice on Health and Safety matters. 

The Company is also highly and visibly committed to 
conserving global non-renewable resources. Recycling 
points exist in the main access to the building for cans, 
glass, paper and newspapers and staff enthusiastically 
supports these. 

Links to Fundamental Concepts 
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We are responsible for the 
management of assembly and test 
facilities. We dedicate an amount per 
annum to the maintenance and 

running of these facilities. This amount covers the 
personnel involved, payments to our partners as well 
as maintenance materials. 

Organisational review created Assembly and Test 
organisations, which facilitated the pooling of 
experimental and production facilities and equipment. 
The planning process now utilises the full range of 
capability within the Group. This includes our 
workforce, which is trained and utilised for 
development and production activities. 

The overall utilisation of the facilities is reviewed at 
quarterly intervals within the financial review, based 
on the longer-range plans of our customers. This 
review considers all the facilities available, including 
those at other sites as well as at our partner 
companies in Japan and Spain. Other factors are also 
included in this review such as the impact of the 
testing schedules on the local community. Action is 
taken where opportunities can be identified to 
improve utilisation, fully recognising issues such as 
noise. If the review shows up potential risks to the 
plans of then a formal risk review is completed, 
resulting in plans to address the major issues. 

Assets in use in the unit are either owned by the 
‘landlord’ or by the unit directly. Where these are 
directly owned they are assigned to a department for 
depreciation charges. Many of these assets are of high 
value and to achieve efficient use of this investment 
they are operated up to 24 hours a day. The owning 
department is responsible for the maintenance of the 
asset. 

The company has the responsibility for maintaining 
buildings and providing architectural and planning 
services. Maintenance levels applied to buildings are 
linked to their role in the site plan and their planned 
life. 

Sub-criterion 4C: 
Buildings, equipment and materials are 
managed. 

Areas to address may include: 

• Utilising assets in support of policy 

and strategy; 

• Managing the maintenance and 

utilisation of assets to improve total 

asset life cycle performance; 

• Managing the security of assets; 

• Measuring and managing any 

adverse effects of the organisation’s 

assets on the community and 

employees (including health and 

safety); 

• Optimising material inventories; 

• Optimising consumption of utilities; 

• Reducing and recycling waste; 

• Conserving global non-renewable 

resources; 

• Reducing any adverse global impact 

of products and services. 
Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 4Criterion 4 

3.4 Partnerships and Resources 

C
H

A
P

TE
R

3

How the organisation plans and manages 

its external partnerships and internal 

resources in order to support its policy and 

strategy and the effective operation of its 

processes. 

Sub-criterion 4D: 
Technology is managed. 

Our business strategy and review has 
a considerable focus on technology 
and Information Systems, as these 
play significant roles in how we 

supply services to and communicate with our 
customers. 

We identify our technology needs through the 
business planning process and work with our 
technology partners and IT system providers to exploit 
technology to best advantage, to improve our 
processes and meet our business objectives. 

We have a dedicated team IT team who develop our 
IT strategy. This team, who is managed by a member 
of our executive team, reviews our hardware and 
software needs with our partner service provider to 
provide systems that meet our business and 
stakeholders needs. 

We assess our information resources to provide 
balance and to meet our aim of providing value for 
money. All our people who require them have 
computer terminals with access to all relevant 
databases, intranet sites and the internet. 

We have a mobile phone policy that categorises users 
into ‘Essential User’ or ‘Frequent User’ with suitable 
call tariffs to match needs. As part of our future 
strategic needs we have an internet site and each of 
our business units have their own sites. These sites are 
linked together to allow ease of movement by our 
viewers and customers from one site to another. 

We have a team of 5 people, headed by a manager, 
who identify and co-ordinate alternative and 
emerging technologies and new products that 
support our strategies and future development of our 
Networks. This ‘Technical Development’ team 
interface with business units and technical managers 
across the company to ensure purpose and meaning 
to such. The team identifies suitable new technologies 
and products through a range of media. From 
information gleaned, proposed new technologies are 
tested against our business plans and priorities. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Responsibility for our Information 
Technology strategy is taken at a 
national level. A review of our 
approach to Information Technology 

support in 1996 led to us contracting with EDS to 
manage our technology portfolio. Our Information 
Technology partner is responsible for providing 
Information Technology services that maximise our 
business performance. EDS is working with us assisting 
with: 

• development of a strategic client case 
management system 

• improving access to our services 

• improving management information 

• development of our core business Information 
Technology systems. 

Our Regional Information Technology Partnership 
Liaison Manager (RITPLM) manages the partnership at 
regional level and acts as a central liaison and advice 
point; ensures that all requests to initiate or change 
Information Technology or telephony services fall 
within the our Information Technology strategy and 
have a sound business justification. 

As a region we are involved in piloting and evaluating 
new technology and its impact on our customers and 
our business. Roll-out of new systems involves people 
across the business and we use our communications 
cycle to continuously identify Information Technology 
issues and to feed back to our Information Technology 
partner through our RITPLM and through national 
forums attended by our Resource Director and 

Divisional Resource Director. Line Management System 
is the support system central to delivery of our 
Performance Results. 

It was designed in collaboration with users and put 
through a series of pilots to confirm business 
processes and functionality. The rollout of 16,000 
computer terminals to 1,070 offices nationally was 
completed on schedule in four and a half months in 
1996. Evaluation has measured the system’s 
availability at 99.5% at the point of use. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The two main areas where 
technology is used are business 
Information Technology and 
manufacturing equipment. The 

management of existing manufacturing equipment 
technology is the responsibility of the manager having 
that equipment in his work area. They can call on 
other experts, internally and externally, to keep it 
functioning efficiently. Improvements are also the 
managers’ responsibility. 

When capital expenditure is needed it is considered 
and controlled through the Corrective Action Request 
process. Whenever possible, identifiable upgrades are 
added to the yearly profit plan in anticipation of 
expenditure. These upgrades, to make the more 
efficient use of the equipment technology, can be the 
result of employee recommendation after reference to 
trade journals or exhibitions or their own ideas aimed 
at improvements. The Information Technology group 
manages the existing business technology. They are 
directly responsible for the specification, installation, 
maintenance and security of all computer based 
hardware and software. 

The need to consider new and emerging technology is 
driven both directly as solutions to satisfy Strategic 
Development plans as well as supporting corporate 
goals. Each development plan is a driver for 
determining whether we have an existing technology 
or need new or emerging technology to support the 
plan. Each plan has an appointed manager to see it 
through to completion. Monthly reviews take place on 
all plans where the status is updated to all plan 
holders and the progress to plan tracked. 

To ensure that any equipment or software is justified 
and meets existing corporate standards all requests 
for capital expenditure on new technology have to be 
approved by the department heads and management 
via the Corrective Action Request process. 

Links to Fundamental Concepts 
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Areas to address may include: 

• Identifying and evaluating alternative 

and emerging technologies in the light 

of policy and strategy, and their impact 

on the organisation and society; 

• Managing the technology portfolio; 

• Exploiting existing technology; 

• Innovating technology; 

• Harnessing technology to support 

improvement; 

• Identifying and replacing ‘old’ 

technologies. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 4Criterion 4 

3.4 Partnerships and Resources 
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How the organisation plans and manages 

its external partnerships and internal 

resources in order to support its policy and 

strategy and the effective operation of its 

processes. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The efficient management of 
information is core to our 
organisation particularly since we are 
located over a number of sites. 

Critical to this are our corporate IT systems. All 
relevant staff have access to our key housing 
management and maintenance systems from all our 
offices. We operate a group wide e-mailing and 
scheduling system that promotes fast and efficient 
communication. 

Managing our information has become increasingly 
complex and over the past year we have been running 
a project called ‘access to information’ to refine our 
data handling processes with the end goal of 
developing electronic document management. As part 
of this process we now have a document 
management strategy. The strategy has mapped the 
way written data is shared and stored. 

Service development hinges on the access to common 
information and technology. Eight years ago few staff 
head access to a networked system and most staff 
shared a PC. Now with all office staff networked we 
are exploring access to systems via remote links. At 
the same time we are looking at the best way to 
develop links with our suppliers, following a successful 
pilot with some of our maintenance contractors who 
had direct access to our systems. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

All production processes on the 
factory floor are structure around 
Quality Standard ISO9002. The 
Standard Operating Procedures of 

the Quality Manual are displayed beside each machine 
and cover Activity, Location, Equipment, 
Responsibility, Safety, Special Tools and Equipment, 
Quality Checks and Standards, Methods, Records and 
Housekeeping. Go/No Go boards for quality control 
showing examples of acceptable/not acceptable 
products are displayed at key locations in the factory 
and updated as quality levels improve. The Standard 
Operating Procedures and the Standard Administrative 
Procedures ensure that the knowledge required to 
carry out all procedures in relation to production and 
administration is monitored, updated and available for 
the training and multi-skilling of al relevant 
employees. The intellectual property of the company 
is enhanced by the continuous training and 
improvement activities that are part of the company’s 
key objectives. The satellite series on Theory of 
Constraints brought innovative thinking to the 
members of the Executive Team and Management 
Team, which has been extremely valuable in growing 
and developing the company. 

Our people are encouraged to learn and improve in 
their skills and abilities as much as possible and to use 
this knowledge in furthering their own and the 
company’s success. Learning opportunities appear 
weekly in the form of leaflets sent out by training 
organisations, universities, government agencies, 
exhibition promoters etc. These training opportunities 
are assessed informally by the Executive Team and the 
Management team for the improved knowledge they 
will bring to the company and the expected benefits. 

Courses such as the Local Enterprise Development 
Unit Cost Reduction Programme and the Theory of 
Constraints satellite series have allowed staff to gain 
knowledge from experts. They have then built on this 
knowledge by putting what they have learned into 
practice within the company. For example the use 

of Theory of Constraints within the company has 
encouraged all the Management team to think in 
terms of ‘bottlenecks’. 

Links to Fundamental Concepts 
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Our approach is for every employee 
to have access to all systems that are 
required for them to fulfil their roles 
effectively. Information codified 

within our systems can be delivered to any computer 
running within the system environment. The ratio of 
personal PCs to employees is very close to 1:1, the 
small number of manufacturing employees who do 
not have a personal PC use shared terminals in 
communal areas. Access is provided according to each 
users profile following a short login procedure. As the 
system maintains the information within the network 
itself, users can log onto any PC within the 
environment and access their own desktop and 
personal files. This allows users to operate in any 
geographic location and be machine independent. 

The effective use of knowledge within the 
organisation is underpinned by its approach of 
integrating knowledge repositories, and providing 
widespread access through simple systems interfaces. 
We employ an extensive range of information 
acquisition channels all aimed at increasing the 
amount of useful information available to its 
employees. Information from these sources is codified 
and store on our Intranet. Information channels are 
subject to continual Situation Appraisal as is the 
effective use that this information is put to by our 
employees. Actions taken following review include an 
upgrade of Intranet navigation and search facilities to 
allow relevant information to be rapidly identified. 

Measurement of our approach in this area is provided 
by feedback from the Employee Opinion Survey. 

Results show a high level of performance in ensuring 
that employees have access to the information. 
Innovative use of Intranet and Internet technologies 
underpins our approach to making information and 
knowledge resources accessible for use in the creative 
thinking process. 

Sub-criterion 4E: 
Information and knowledge are 
managed. 

Areas to address may include: 

• Collecting, structuring and managing 

information and knowledge in support 

of policy and strategy; 

• Providing appropriate access, for both 

internal and external users, to relevant 

information and knowledge; 

• Assuring and improving information 

validity, integrity and security; 

• Cultivating, developing and protecting 

unique intellectual property to maximise 

customer value; 

• Seeking to acquire, increase and use 

knowledge effectively; 

• Generating innovative and creative 

thinking within the organisation 

through the use of relevant information 

and knowledge resources. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Processes Criterion 5 

The‘‘ organisation has 
key processes, 
which are 
reviewed and 
improved, to 
ensure the policy 
and strategy can 
be delivered for 
the benefit of all 
stakeholders.

‘‘ 
5A Defining and 

managing 
processes 

1,2 & 5 Leadership, Policy 
and Strategy, 
Partnerships and 
Resources 

5B Improving 
processes 

3 People 

5C Designing 
products and 
services 

5D Delivering 
products and 
services 

5E Managing 
the customer 
interface 

4 Partnerships 
and Resources 

4 Partnerships 
and Resources 

4 Partnerships 
and Resources 

Linkages between 
the sub-criteria 
and with the 
other enablers 
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Criterion 5Criterion 5 

3.5 Processes 
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TE
R

3

How the organisation designs, manages 

and improves its processes in order to 

support its policy and strategy and fully 

satisfy, and generate increasing value for, 

its customers and other stakeholders. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our approach to process 
management requires that all our 
Critical Processes and Sub Processes 
have appropriate performance 

measurements, targets and owners in place. We use 
Quality Improvement Measures to systematically 
manage our processes. 

Our Quality Improvement Measure approach is to 
measure the quality of work ‘in-flight’. This system of 
prevention based process management enables us to 
take preventative action before tolerance limits are 
exceeded and begin to impact on customers. We have 
2 types of Quality Improvement Measures: short and 
in-depth. In-depth measures are developed only when 
the results of our short Quality Improvement Measures 
point to a procedural difficulty in a particular process. 
Thus we can quickly identify what stage of the 
process requires improvement and implement 
necessary changes. All our processes have Quality 
Improvement Measures that measure our 
performance against time, efficiency and accuracy. 
Individuals have standards and targets for output and 
quality in their Performance Agreements against 
which they are assessed through the Performance 
Management system. 

Our process management systems are fully 
documented in our Business Excellence Guide. 
Managers and Customer Service Improvement Groups 
Facilitators in each Business Unit hold copies of the 
Business Excellence Guide. Process owners establish 
the standards of operation for our business processes 
against specific criteria. 

Using Business Improvement Plan information and 
previous years performance figures, managers and 
staff together agree their key responsibilities and 
objectives and the criteria for assessment as part of 
the Performance Management system. Monitoring 
and reviewing the standards applied to our systems 
throughout the year is a key part of our Quality 
Improvement Measurement and Performance 
Measurement process. Process standards of operation 
are managed and monitored through Quality 
Improvement Measures. Quality Improvement 
Measures are developed in conjunction with the 
process owner and Quality Development Group. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The use of over 300 flowcharts is the 
key method for controlling processes. 
All processes are in a flow chart form 
in the ISO 9001 “manual” which is 

stored electronically on the computer network to allow 
easy access for all. The ISO 9001 system is integral to 
the success of the Total Quality system. The company’s 
processes are very precise and carefully controlled. 

This is more so than for many companies because of 
the requirements for Medical Devices and the 
American, Food and Drug Administration regulations. 
An important over-riding factor is that the system is 
“alive”, is regularly updated and includes all aspects 
of the operation. The administration processes are just 
as important as the production processes. 

The Feedback report following our 1999 UK Business 
Excellence Award submission was helpful in 
identifying that we were not maximising our 
deployment of flowcharts. We now have a far more 
rigorous approach and the Technical Manager makes 
a point of visibly referring to them (even if he really 
doesn’t have to) to role model their use. In addition, 
leaders are proactive in monitoring their use and 
identifying any underlying causes where there is 
evidence of little use – e.g. flowchart of little 
relevance, hard to understand, difficult to access. 

We regard key processes as vital in delivering the goals 
and objectives set out in our policy and strategy. To us, 
it is important to be able to constantly check the health 
of these key processes and test the degree to which 
they are delivering value to our stakeholders. Therefore, 
we have identified, at the highest level, our key process 
outcome measures, which relate both to satisfying 
customer as well as our own internal needs. 

Process performance is reviewed at every monthly 
Board meeting, both in absolute terms and by 
evaluating performance against achievement of policy 
and strategy. Monthly reports to Board include those 
on Production Management, Quality and Health & 
Safety. 

Links to Fundamental Concepts 
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Process management and design 
requires a clear understanding of our 
business aims and what we must 
deliver to our customers and other 

stakeholders. To achieve these objectives the then 
Senior Management Team, in a series of workshops 
during the last quarter of 1999, identified the value 
factors that we provide to our customers and the 
basic value chain needed to deliver them 
competitively. 

The latest review and revision of key processes was 
undertaken during the strategic ‘Challenge’ process 
for 2003, using the feedback from the 1999 UK 
Quality Award process. This generated a stronger 
focus on the linkages of the key processes to their 
core sub-processes through comparison with the value 
chain and the key deliverables. For the first time, 
process and functional ownership were agreed. 
Owning managers became fully accountable to the 
Manufacturing Director for process performance. 
Individual policies are set for all key processes, whilst 
performance indicators, measures and targets are in 
place to ensure control and reliability. The central 
policy is the business and plant policy, which provides 
the focus of our leadership processes. Other policies 
cascade out to ensure a structured and integrated 
approach to total operations and support to the 
customer. 

These measures are reviewed and targeted for 
improvement annually as part of the problem and 
countermeasure review and incorporated into the 
annual policy plan. Manufacturing, supplier and 
customer related measures are set annually by the 
Quality Manager using an in-company formula based 
on challenging a minimum 5% improvement on the 
previous year’s performance to drive improvement. In 
this sense, operational targets are driven by individual 
and team performance. Indirect process targets are set 
through consensus by the management team during 
the policy setting process after discussion with the 
process owner. 

Sub-criterion 5A: 
Processes are systematically designed 
and managed. 

Areas to address may include: 

• Designing the organisation’s processes, 

including those key processes needed 

to deliver policy and strategy; 

• Establishing the process management 

system to be used; 

• Applying systems standards covering, 

e.g. quality systems such as ISO 9000, 

environmental systems, occupational 

health and safety systems in process 

management; 

• Implementing process measures and 

setting performance targets; 

• Resolving interface issues inside the 

organisation and with external partners 

for the effective management of end-

to-end processes. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 5Criterion 5 

3.5 Processes 
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How the organisation designs, manages 

and improves its processes in order to 

support its policy and strategy and fully 

satisfy, and generate increasing value for, 

its customers and other stakeholders. 

Sub-criterion 5B: 
Processes are improved, as needed, 
using innovation in order to fully satisfy 
and generate increasing value for 
customers and other stakeholders. 

Areas to address may include: 

• Identifying and prioritising 
opportunities for improvement, and 
other changes, both incremental and 
breakthrough; 

• Using performance and perception 
results and information from learning 
activities to set priorities and targets for 
improvement and improved methods of 
operation; 

• Stimulating and bringing to bear the 
creative and innovative talents of 
employees, customers and partners in 
incremental and break through 
improvements; 

• Discovering and using new process 
designs, operating philosophies and 
enabling technology; 

• Establishing appropriate methods for 
implementing change; 

• Piloting and controlling the 
implementation of new or changed 
processes; 

• Communicating process changes to all 
appropriate stakeholders; 

• Ensuring people are trained to operate 
new or changed processes prior to 
implementation; 

• Ensuring process changes achieve 
predicted results. 

T H E  M O D E L  I N  P R A C T I C E  2  

Employees from all levels are 
encouraged to improve and support 
their own and others’ performance. 
One of the mediums through which 

this is possible is the Opportunities For Improvement 
system. Some opportunities for improvement result in 
the formation of a process group to assess and 
recommend/implement a solution. Usually, a process 
group is made up of staff from different departments. 

It always has a designated group leader and roles 
within the group are allocated as necessary depending 
on the needs of the group. Three examples of process 
improvement groups are, canteen improvement 
group, duty free goods-in group and export workflow 
improvement group. The results, which are agreed in 
the process group, are measured, where possible, 
using targets against budgets and monthly Key 
Process Indicators. The Opportunity For Improvement 
system is a powerful way in which all staff can 
suggest changes to the way the business is run and to 
improve their working environment in a constructive 
way. 

Through performance management and the monthly 
monitoring of actual results against target, the Central 
Management Team, Depot Managers or staff, via line 
managers, can propose that a workshop is required. 
One example of this is a workshop held in October 
2000 as a result of the People and Customer surveys. 
The Operations Manager and the Depot Manager 
selected attendees for the workshop. They were from 
all departments to give as wide a range of view as 
possible and to draw on different expertise. As a result 
of the workshop an action plan was implemented. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

A small team incorporating external 
facilitators and Agency staff was 
established to undertake a major 
process review. The team 

systematically worked through a structured workshop 
approach with staff throughout the organisation. The 
essence of the review findings were a series of specific 
changes to processes that would eliminate non added 
value activities, improve efficiency in the delivery of 
added value and meet Services Modernisation aims 
agreed with the organisations main client. 

The recommendations also highlighted the 
development of a team-based model, which was 
fundamental to the delivery of the changes. The 
team-based model is designed to: 

• reduce compartmentalisation and maximising 
staff productivity 

• provide a single, comprehensive team 

• establish the Team Leader as process manager, 
work allocater, team builder and coach 

• empower teams within a framework of clear 
operational policy 

• increase the focus on quality assurance. 

Opportunities were identified over the short, medium 
and longer term, which would greatly improve the 
financial benefits essential for re-investment into the 
organisation as well as to meet immediate business 
pressures. Other benefits were identified from the 
potential impact of legislative change and wider 
organisational opportunities. 

From the outset a communication strategy was built 
on openness and understanding of key business issues 
and led by senior managers. Ongoing process change 
is being communicated through comprehensive use of 
the organisations Intranet and a programme of 
workshops with key managers, team leaders and 
staff. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

At the Strategic Review each 
January all key processes are 
reviewed for effectiveness by the 
Executive Team/Management Team. 

This identifies achievements already made and 
identifies weaknesses that will provide opportunities 
for improvements. The Executive Team/Management 
Team use a consensus based approach for prioritising 
these improvements and for selecting a member of 
the team to take responsibility for researching and 
implementing the improvements. Priorities are set 
according to how quickly an improvement has to be 
implemented and are also dependent on the size of 
the improvement and the expected benefit to the 
business. 

Incremental improvements are implemented through 
the day-to-day running of the business and can 
effectively be managed on an individual or team basis. 
Breakthrough improvements are identified as those 
which will have a major impact on the success of the 
business. Responsibility for breakthrough 
improvements is allocated to one member of the 
Executive Team/ Management Team who will see the 
improvement through to full implementation but will 
call on the resources of other members of the team 
when required. 

The creative talents of employees, customers and 
partners are used in making process improvements 
within the company. Breakthrough improvements 
include the Managing Director having to develop the 
processes for the implementation of the Quality 
Management System and the Human Resource 
Development developing improved Human Resource 
management processes in the drive for Investors in 
People certification as a result of our management 
consultants introducing us to Investors in People in 
1996. Incremental improvements resulting from 
employees creative talents include an operative 
suggesting a change to the way the schedules have 
been set up to create more relevant and timely 
information. 

Links to Fundamental Concepts 
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Criterion 5Criterion 5 

3.5 Processes 

C
H

A
P

TE
R

3 How the organisation designs, 

manages and improves its processes in 

order to support its policy and strategy 

and fully satisfy, and generate 

increasing value for, its customers and 

other stakeholders. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The most important part of our 
business is tenant involvement. Put 
simply, tenant involvement means 
giving tenants control over all 

decisions that affect the way their homes are 
managed. 

In 1999 the Housing Corporation gave the Housing 
Trust an innovation and good practice grant of 
£20,000 to publish a guide to customer feedback for 
other Trusts. The Corporation supported this project in 
recognition of the reputation we have in the sector. 

In 1995 the Group appointed a quality manager to 
take forward our commitment to quality services, 
quality homes. The quality manager developed a 
range of techniques and methods for assessing 
customer views including the use of telephone 
surveys, reception surveys, focus groups and 
monitoring of satisfaction with the repairs service. 

In 1996 we launched the customer service guarantee, 
which all parts of the Group have now adopted. The 
guarantee was an innovation in the sector, setting out 
in black and white the standard of service tenants 
could expect from whichever part of the Group they 
came into contact with If we fall short of the service 
we have a system of giving customer service payments 
and gifts. 

The quality manager role was broadened to a 
corporate position in 1999 with the specific brief of 
championing customer care and designing feedback 
and learning systems in all parts of the Group. 

We recognise that it is the day-to-day contact that 
tenants have with us that determines their 
perceptions. Every contact is a “moment of truth” 
and can build positive or negative impressions. 

Each moment of truth therefore is a test of the 
relevance of policy and strategy and the effectiveness 
of our processes. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Various feedback mechanisms are 
employed to ensure that we are 
alert to any change in customer 
perceptions. 

There are strong process elements involved in 
important customer based activities such as 
complaints and in ordering procedures and product 
queries. Staff are constantly reminded how easy it is 
to upset customers. 

The contact and marketing database has been 
carefully and methodically improved and, with a good 
deal of input from many sources, brought up to date. 
The list was reduced from 1250 to 800 potential 
laboratories with a further breakdown by several 
measures. This has made targeting prospects for new 
products much more effective, e.g. English mail shot 
for Progressions had a 27% response rate, the French 
47%, the Spanish 17% and Italian 12.5%. 

Other areas of marketing activity have been addressed 
and are a vital part of the processes of the company. 

All brochures and leaflets are password protected and 
are voluntary part of the ISO 9001 system. A market 
intelligence process is in operation, which gives an 
overview of developments and the potential buy out 
of an UK competitor by a US competitor was isolated 
by this data. 

Both the complaints system and customer surveys 
showed that products stability had been a problem 
area and, following an analysis of this data we 
introduced two new products and positive customer 
feedback to these launches was reflected in 
subsequent surveys and complaints levels. Similarly, 
customer survey response was used to test market 
reaction to the launch of one of our new products 
and we used a dedicated mail-shot survey with 
telephone follow up to secure accurate feedback. 

Mere incremental product improvements often based 
on anecdotal evidence or perceptions are cited by 
competitors and this often clouds the customer’s true 
perceptions. 

Links to Fundamental Concepts 
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T H E  M O D E L  I N  P R A C T I C E  2  

We have a formal product 
development and review process 
linked in to our annual planning 
process and based on extensive 

customer research. There is continuous review of 
customer views and opinions by means of formal, 
informal, direct and indirect research. This evidence, 
together with other information on business 
environment, political, economic and environmental 
developments is used by product development teams 
to design new products and assess existing product 
performance. 

People are encouraged to recognise the benefits of 
treating colleagues and other departments as their 
customer and applying the same processes to deliver 
satisfaction that is applied to external customers. The 
approach is about basing business decisions upon 
customer’s needs to achieve targeted objectives. 

We use research programmes, customer visits and 
focus groups to identify customer needs and 
encourage suggestions for future developments and 
tracking, service standards and competitor 
monitoring. Research findings have also contributed 
to the formulation of policy including a move to 
instalment payments, discount schemes, re-scoping, 
colour advertising and new products such as new 
Business Page Directories. 

New research studies include reviews of multi-product 
purchase customers, a review of the Financial Services 
market and testing of options on pricing packages. 

Links to Fundamental Concepts 

Sub-criterion 5C: 
Products and services are designed and 
developed based on customer needs 
and expectations. 

Areas to address may include: 

• Using market research, customer 

surveys and other forms of feedback to 

determine customer needs and 

expectations for products and services 

both now and in the future, and their 

perceptions of existing  products and 

services; 

• Anticipating and identifying 

improvements aimed at enhancing 

products and services in line with 

customers’ future needs and 

expectations; 

• Designing and developing new 

products and services to address the 

needs and expectations of customers; 

• Using creativity and innovation to 

develop competitive products and 

services; 

• enerating new products with partners. 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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3.5 Processes 
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How the organisation designs, manages 

and improves its processes in order to 

support its policy and strategy and fully 

satisfy, and generate increasing value for, 

its customers and other stakeholders. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Values of professionalism and 
customer focus. This is supported by 
the use of class management files 
(Red and Blue files). These promote 

individual reflection on practice which are 
subsequently reviewed by the Head or Deputy twice a 
term. They are discussed as part of the Staff 
Development Interview procedure and by an active 
encouragement and sharing of customer and supplier 
feedback, e.g. school inspection reports, survey 
reports and the minutes of meetings. 

Steps have also been taken over the years to increase 
the level of empowerment of non-teaching staff. 
Examples would be the transfer of duties from 
teachers to other members of staff and the increasing 
involvement of nursery nurses in school development 
planning which started in the mid 80s. The ongoing 
emphasis on communication, active involvement and 
participation results in many creative improvement 
suggestions which often can be funded from school 
funds and which have a small but significant impact 
on the service provided. 

Major process changes usually involve the designation 
of a project leader with the responsibility to 
investigate current practice, make specific 
recommendations for action, and co-ordinate 
implementation. Projects of this type may be triggered 
by a need identified by the Senior Management team 
or in response to specific proposals bids made by staff. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Products and services are produced, 
delivered and serviced by: 
Communicating, marketing and 
selling services to existing and 

potential customers; delivering quality services to 
customers. 

The College is on the cutting edge developing 
curriculum within the vocational area with its 
development of online products. With its 
development of a new Federation and Academy is 
implementing future policies set out by the previous 
green paper. 

The College has effective communication, marketing, 
selling and delivery processes, this is demonstrated 
very strongly by the over subscription of the College; 
the creation of the proliferation of multimedia 
productions. 

There are several teams who are working on future 
developments especially with intranet 
communications that gives a vast network of 
communication systems to both customers and 
suppliers. There is comprehensive evidence of a well-
managed process, which ensures the delivery of 
quality teaching and that the superb outcomes can be 
measured. The process management set out by the 
management gives clear evidence that the College has 
effective processes that ensure relevant programmes, 
products and services are delivered to the appropriate 
stakeholder groups. 

Links to Fundamental Concepts 
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The physical way in which we 
communicate our products and 
services to customers is at the 
forefront of technology. We use the 

latest presentational software packages which even 
allow us to include full video clips of adverts to be 
shown on a laptop or via an LCD projector, all of 
which has made us more efficient and builds a 
professional image. 

Following a review of our operating processes with 
design agencies, to speed our ability to approve (or 
reject) designs from agencies, we have developed a 
system whereby electronic ‘Post-it’ notes can be 
attached to a design on-screen which is then returned 
to the agency without having to be printed. This will 
reduce the time to produce final visuals of new 
products and packaging/ Point of Sale material. 

Following the introduction and a review of our ERP 
application it was identified that we were unable at 
the time to support a stock allocation system. This 
meant that when a product was selling faster than 
expected and using higher volume than forecast for 
one account, stock for other accounts was being used 
to fulfil orders. As we produce stock to forecast this 
would lead to us running low or out of stock, being 
unable to deliver to other accounts. The ERP 
application has now been developed to able to 
allocate stock for delivery by account. This has 
increased the level of ‘Delivered in Full’ deliveries and 
ensured there is emphasis on the forecasting by 
account. 

Other new processes from these reviews include: 
capped volume, which sets the upper limits of volume 
for a customer for a promotional pack and Agreed 
Buy In Dates which sets the precise timings for 
customers talking stock. This ensures a smooth flow 
from the production stage through to delivery. 
Looking further ahead, the changing retailing market 
place will impact us at every level. 24 hour lead times, 
seven days operations and co-managed ordering and 
inventories are just some of the many things altering 
our way of working. 

Sub-criterion 5D: 
Products and services are produced, 
delivered and serviced. 

Areas to address may include: 

• Producing or acquiring products and 

services in line with designs and 

developments; 

• Communicating, marketing and selling 

products and services to existing and 

potential customers; 

• Delivering products and services to 

customers; 

• Servicing products and services, where 

appropriate. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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How the organisation designs, manages 

and improves its processes in order to 

support its policy and strategy and fully 

satisfy, and generate increasing value for, 

its customers and other stakeholders. 

Sub-criterion 5E: 
Customer relationships are managed 
and enhanced. 

Areas to address may include: 

• Determining and meeting customers’ 

day-to-day contact requirements; 

• Handling feedback received from day-

to-day contacts including complaints; 

• Proactive involvement with customers 

to discuss and address their needs, 

expectations and concerns; 

• Following up on sales, servicing and 

other contacts to determine levels of 

satisfaction with products, services and 

other customer sales and servicing 

processes; 

• Seeking to maintain creativity and 

innovation in the customer sales and 

servicing relationship; 

• Using regular surveys, other forms of 

structured data gathering and data 

gathered during day-to-day customer 

contacts in order to determine and 

enhance customer relationship 

satisfaction levels. 

T H E  M O D E L  I N  P R A C T I C E  2  

There are strong process elements 
involved in important customer 
based activities such as complaints 
and in ordering procedures and 

product queries. 

The contract and marketing database has been 
carefully and methodically improved and, with a good 
deal of input from many sources, brought up to date. 

All operating companies undertake market research at 
least once a year in advance of and integrated with 
the business planning process. This assists in 
identifying and qualifying the care requirements of 
customers and consumers. The research must 
ascertain the importance to the customer of the care 
criteria. Action plans are compiled based on the 
findings. 

All operating companies monitor and report 
customer/ client satisfaction at least once a year. The 
survey must measure the level of satisfaction achieved 
for various specific criteria. At unit level, each unit will 
use either suggestion box/book or customer comment 
cards to monitor feedback. Any complaints are 
documented and action plans compiled based on 
trends. Every attempt is made to speak to customers, 
both direct and further along the supply chain, to 
ascertain their requirements for new developments 
and products. 

The sales force is briefed to ask relevant questions 
about products and services and feed this information 
back. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Through tenant involvement, the 
relationship between client and 
customer is improved. Tenants are 
both clients and customers and are 

involved at all levels of the business. The ways in 
which tenants can be directly involved has been 
developed to be as flexible as possible. This gives 
people a choice of how much involvement they want 
and at the level that suits them. Tenants can set policy, 
strategy, budgets, timetables and priorities. 

Area committees set their own budgets and oversee 
the management of the local area. The area 
committees are written into many housing, 
management and reinvestment processes, which 
ensures that their members have real influence over 
what happens locally. Area committees also have a 
key role in our performance management system. 
Local performance indicators are reported quarterly to 
the area committee. In addition to monitoring 
performance, area committees agree which indicators 
of performance they wish to see. 

At a local level tenants are encouraged to form 
tenants associations. Customer service managers meet 
the tenant association monthly. Tenants associations 
decide what issues have priority locally through estate 
agreements. Members of the tenants association 
oversee progress against the agreement and local 
customer service managers are accountable to them. 
The agreement has been delivered to every tenant on 
the estate and gives added kudos to the residents 
association. The agreement recognises the role and 
importance of tenant involvement and participation. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Since its inception, the trust has 
sought to develop a careers 
management process and a 
comprehensive support 

infrastructure designed to meet the needs of a unique 
client base: serving and former members of the Royal 
Ulster Constabulary and the Royal Ulster Constabulary 
Full Time Reserve. The trust has assisted more than 
1500 former and serving police officers, including 700 
members of the Full Time Reserve during the past 2 
years. 

Comprehensive training is presented in all identified 
areas of need. A careers support system has also 
similarly developed to include a discretionary 
training/education grant scheme, established working 
relationships with key employers, recruitment 
agencies, universities and training colleges, and over 
25 consultant professionals in various disciplines who 
offer tuition, mentoring and coaching to our clients. 

In addition a newly developed careers workbook 
underpins the careers management process, further 
enabling the Trust’s clients to take direct and 
continuing control of their own career choices. 

For those officers who cannot visit the Trust because 
of injury or incapacity, comprehensive coaching and 
mentoring services are provided at home in subject 
areas such as CV, business finance and marketing, 
franchising, study techniques, and mathematics. 

Appropriate referral to our psychological or 
physiotherapy services also provides a truly seamless 
and holistic service to all of our clients. This service will 
continue to be available to all members of the Full 
Time Reserve as part of the overall provision and 
enhancement of services during the Outplacement 
Programme. 
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The Excellence Model 

Innovation and Learning 

Enablers Results 

© EFQM – 1999 

Customer Results Criterion 6 

The‘‘ organisation’s 
achievements 
with respect to 
its customers, 
based on their 
opinions and the 
organisation’s 
measures.

‘‘ 

1C Leaders’ involvement 
with customers 

1 Leadership 

5 Processes 

4 Partnerships 
and Resources 

2 Policy and 
Strategy 

3 People 

2A Establishing customers’ 
needs and expectations 

2C Balancing customers’ 
needs and expectations 

3B People have the skills 
and competencies to 
deal with customers 

3C People’s involvement 
with customers 

4A Good supplier/partner 
relationships to 
satisfy customers 

5B Improving processes to 
satisfy customers 

5C Product and service 
development 

5D Product and service 
delivery 

5E Customer relationship 
management 

6 Customer 
Results 

Linkages with 
the enablers 
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Criterion 6Criterion 6 

3.6 Customer Results 

What the organisation is achieving in 

relation to its external customers. 

C
H

A
P

TE
R

3 Our commitment and dedication to 
customer satisfaction is not only 
reflected in the Division’s objectives, 
but in the results of the customer 

satisfaction surveys. Performance is measured against 
these results on an ongoing basis and stratagem 
adopted to improve the perception of our customers. 
We are looking for year on year improvements in all 
areas, and target specific areas of concerns e.g. 
Customer Satisfaction Survey 2001, Teleorder 
identified accuracy levels, stock availability, and 
making customers feel valued. A brainstorming 
session subsequently came up with an action plan for 
improving customer perception in these areas, we 
look forward to the 2002 survey to see how 
successful we have been. Because this Customer 
Satisfaction Survey is specific to our client organisation 
we have recently formed a relationship with a local 
company. This will enable us to benchmark and share 
best practice with a similar business to our own, we 
believe it will be a useful union in the future. 

We also measure customer satisfaction through our 
customer loyalty and willingness to expand the scope 
of our business dealing. Over the time we have been 
dealing with our client organisation the majority of 
units think the service offered has improved. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our Customer First Strategy was 
launched in 1996 and is being 
reviewed. The current survey is used 
to gather customer perceptions of 

the services we provide and includes a section asking 
customers if these aspects of service are still relevant 
and important. Feedback is then fed into any review 
of the survey. 

Our customer surveys ask our customers to rank how 
well we perform each of the aspects of service using a 
scale of one to three. The surveys also ask customers 
to list two or three things we do particularly well as 
well as any service provision improvements or 
opportunities the customer feels could be examined. 
The Customer Satisfaction Index is a measure we 
identified during the Service Study Benchmarking 
exercise. The Customer Satisfaction Index is the 
percentage of our customers who rank our overall 
level of a particular service to them as acceptable or 
better, The Service Study exercise identified a 
Customer Service Index of 75% as placing us in the 
top quartile of organisations using the study in terms 
of customer satisfaction. The change in our survey 
(moving from a score between one and four to a 
clearer system involving only three alternative scores) 
has produced a quantum step in terms of our scores. 
Comparators in this area are hard to establish as 
definitions of satisfaction differ between 
organisations. 

The European Quality Award winner for 2000 includes 
the following benchmarks for correspondence 
surveys; 1999 EQA 87%, 1999 Public Sector 
Benchmarks 82% and 88% and 1999 Departmental 
Survey 82%. Our score of 85% compares well with 
these figures. 

Links to Fundamental Concepts 
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constancy of purpose 
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process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

In 1996 Priority Search carried out a 
sample survey of our tenants. 
Respondents were asked to select 
the top ten services or facilities that 

they regarded as the most important. Repairs are 
clearly the most important cited by 80% of 
respondents, followed by security improvements and 
home improvements. The first six of these, areas have 
all been subject to a project approach to 
improvement. 

Our tenants tell us this is the most important aspect of 
the service we provide. The main pieces of research 
conducted into repairs have been the 1987 Mori 
survey and, starting in 1995, our regular 1 in 3 repairs 
satisfaction survey carried out by Priority Search. 

We should point out that we actually suspended this 
programme of research in November 1998, based on 
the belief that we were not achieving value for money 
from the research contractors, that limited 
information was being generated, and that the quality 
and focus of work had not been formally evaluated. 
We did ensure that we included questions on our 
repairs service in the March 1999 Tenants Survey to 
ensure that we did not lose valuable performance 
data on the service, and are currently exploring 
different ways of gathering future feedback from our 
tenants in line with the Research Strategy. 

In 1987, 78% of respondents were very or fairly 
satisfied by the service provided. Following our 
‘Ordering a day-to-day repair’ first generation quality 
project, we started the measurements shown above. 
Since then we have maintained and improved upon 
consistently high levels of satisfaction with 80%-90% 
consistently agreeing with the statement “the staff 
were helpful when I reported the repair”. 

Links to Fundamental Concepts 
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Sub-criterion 6A: 
Perception measures. 

Areas to address may include: 

• Overall image-accessibility, 

communication, flexibility, proactive 

behaviour, responsiveness; 

• Products and services-quality, value, 

reliability, design innovation, delivery, 

environmental profile; 

• Sales and after-sales support-

capabilities and behaviour of 

employees, advice and support, 

customer literature and technical 

documentation, handling complaints, 

product training, response time, 

technical support, warranty and 

guarantee provisions; 

• Loyalty-intention to repurchase, 

willingness to purchase other products 

and services from the organisation, 

willingness to recommend the 

organisation. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 6Criterion 6 

3.6 Customer Results 

What the organisation is achieving in 

relation to its external customers. 
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Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our performance indicators for 
customer satisfaction are based on 
the standards of the customer 
service Guarantee. The measures in 

the guarantee were devised as part of the housing, 
services review in 1995. This year we have consulted 
with tenants to update and improve the measures to 
focus them more clearly on current tenant 
expectations. In addition to the guarantee we set 
ourselves targets around aspects of the maintenance 
service that tenants have told us are important to 
them. These published standards set the performance 
indicators that are used in the service departments, 
housing, services and property services. Performance 
is reported to our director of housing and our 
property services director and then in turn to the area 
committees and the Board. 

The standard across the Group is to answer phones 
within 5 rings. We use our telephony systems to 
measure the length of time people have to wait 
before a call is picked up. On average we answer calls 
in less than 3 rings and have been consistently 
meeting, the standard since it was set in 1996, 
despite increasing telephone contact with our tenants. 

We set two targets, one to acknowledge all 
correspondence within 3 working days, the other to 
respond to all letters within 10 days. We have 
developed an in-house tracking, system to keep tabs 
on all letters and have appointed ‘letter loggers’ in 
each office, who chase staff when responses are due. 
Our rates of acknowledgement are extremely good 
and are improving, year by year towards our target. 

Links to Fundamental Concepts 
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OFSTED, in March 1994, found that 
“This is a good college. As a result 
of high motivation and sound 
teaching, the standards achieved by 

the students are good or better.” In November 1997 
OFSTED stated, the College is providing a very good 
education with some excellent features. As well as 
enabling its students to achieve very well 
academically, it successfully encourages their personal 
development through a very wide range of 
opportunities within and beyond the College. The 
College provides good value for money. The College 
had no key issues for action; this is very rare with one 
other school now achieving this. The College’s success 
is also unequivocally demonstrated in its yearly 
applications for places and high student attendance. 
This is an indication that the processes applied are 
clearly meeting the needs of our customers. 

The College has been further endorsed by DfEE and 
Government through its successful application to be 
the first private company to take over a failing school. 

An outstanding school in the Inspectors Report and 
was invited to apply for training school status which it 
has just won. The College has also received very 
prestigious awards, including the TNT Modernising 
Government Partnership Award, the Schools 
Curriculum Award. Investor in People, also awarded to 
the College, is the quality benchmark that allows all 
types of organisations to be recognised for investment 
in human resources – more tangible evidence of 
satisfaction by the awarding bodies. 

A major student need is to gain recognised 
qualifications; the College succeeds exceptionally well 
and when Key Stage 4 results are compared with 
national averages the College results are double the 
national results. When compared to a neighbouring 
school in the same catchment area drawing on similar 
students the College is scoring 65% better. 

Links to Fundamental Concepts 

We have a range of measures we 
use to predict the level of satisfaction 
of our customers. The core ones are: 

Yield Premium: Whilst a financial business result, this 
figure is seen across the industry as a key measure of 
the satisfaction of customers. 

Complaints and Compliments: Whilst all the 
establishments own and manage their complaints and 
compliments themselves, we also consider trends 
centrally to identify corporate issues based on 
complaints received. We measure both the absolute 
number of complaints as well as the ratio between 
rooms sold and complaints. The results show that the 
crucial figure of complaints is coming down. We are 
still in the process of establishing the culture of 
tracking and sharing the compliments beyond the 
hotel associates. 

Sales: Clearly sales figures are an indicator of 
customer satisfaction. Our sales figures show an 
improving year on year performance. 

Market Share: Market share in the hotel business is 
measured in number of rooms available and can be 
increased whether customers are satisfied with the 
hotel’s performance or not. For this reason we do not 
perceive this to be a predicator of customer 
satisfaction. We do however consider “brand market 
share” to be important. This is based on customer 
recall of brands used in the last year and is tracked 
independently. Our current position is 5.7%, which 
compares favourably with our competition. 

Membership: Membership numbers for our golf and 
leisure clubs are clearly a predictor of customer loyalty. 
Our total membership has grown year on year for 
both leisure and golf despite the increasing 
competition across the market. 
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Sub-criterion 6B: 
Performance indicators. 

Areas to address may include: 

• Overall image-number of customer 

accolades and nominations for awards, 

press coverage; 

• Products and services-competitiveness, 

defect, error and rejection rates, 

guarantee provisions and warranty 

provisions, complaints, logistic 

indicators, product life cycle, innovation 

in design, time to market; 

• Sales and after-sales support-demand 

for training, handling of complaints, 

response rates; 

• Loyalty-duration of relationship, 

effective recommendations, 

frequency/value of orders, lifetime 

value, number of complaints and 

compliments, new and/or lost business, 

customer retention. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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People Results Criterion 7 

The‘‘ organisation’s 
achievements 
with respect to its 
employees, based 
on their opinions 
and the 
organisation’s 
measures. 

‘‘ 

1D Leaders’ involvement 
with people 

1 Leadership 

5 Processes 

4 Partnerships 
and Resources 

2 Policy and 
Strategy 

3 People 

2A Establishing people’s needs 
and expectations 

2C Balancing people’s needs 
and expectations 

2E Communicating policy and 
strategy 

3A Planning and managing people 
3B Identifying, developing and 

sustaining people skills 
3D Organisational communications 

with people 
3E Rewarding, recognising and 

caring 

4E Ensuring people have 
access to the information 
and knowledge needed 
to do their job 

5B Supporting people with 
process change 

7 People 
Results 

Linkages with 
the enablers 

T H E  M O D E L  I N  P R A C T I C E  2  123 



�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

<E-------
Ill • 

T T 

Criterion 7Criterion 7 

3.7 People Results 

What the organisation is achieving in 

relation to its people. 

C
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Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

From 1987 to 1994 we measured 
people satisfaction through a series 
of attitude surveys, annual focus 
group meetings and road shows. In 

1994 we adopted the EFQM Excellence Model as our 
main driver for achieving business excellence and 
since then we have carried out annual surveys to chart 
our progress and inform our Strategic Planning 
Process. 

Our annual employee satisfaction survey is aligned to 
the criteria of the EFQM Excellence Model and is 
reviewed annually. New survey questionnaires are 
successfully piloted before being implemented. 

All 1000 plus employees take part in our survey each 
year. Our current questionnaire asks 44 questions on 
all factors relating, to employee satisfaction and 
motivation. The questionnaire is anonymous. Results 
are segmented and analysed by Business Unit and Pay 
Band. The results form the basis of action plans that 
address areas for improvement. 

Our results show sustained high performance with 
favourable satisfaction levels of over 70%, with many 
of the results over 90% for the last 3 years. 
Benchmarking information shows many of our results 
to be World Class. 

Our aim is to maintain our consistently high 
performance with a minimum overall tolerance of 
80% satisfaction. 

Our people satisfaction indicator is used to measure 
overall progress to enable comparisons between 
different Business Units and to identify trends in 
people satisfaction levels. This is based on the number 
of favourable and unfavourable responses and 
expressed as a score out of 10. 

Our 1999 target is to achieve at least seven out of 10. 
Equal Opportunity issues are key features of our 
Caring, for Staff Strategies. Everyone has received 
training in Equal Opportunities. In 1997 and 1998 
over 99% of our people were aware of the Agency 
Equal Opportunity policy. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

In 1996, we conducted a staff 

survey within the Housing Services 
department (120 staff), and in 1998 

piloted a staff survey using a different technique on 
25% of staff. Although we were gathering some 
information, we knew that this was an area we 
needed to improve on. 

In March 1999, we commissioned an independent 
Research company to conduct a full staff satisfaction 
survey that generated a 53% response rate. This is the 
first of an annual programme. The questionnaire used 
was built following meetings with those involved in 
Social Audit and IIP, managers and 35 randomly 
selected staff in four focus groups. Due to the 
different approaches taken in these surveys we are 
unable to directly compare results. However in the 
future we will be studying trends. 

Generally, this area rated positively. When staff were 
asked how they felt about customer service generally 
within, 54% said they thought it was improving. 

The most positively rated statements related to team 
communication. 75% of respondents are aware of the 
Trust’s Mission and Values. The management style 
results are encouraging, with generally line managers 
viewed with respect and as good leaders. When asked 
to positively rate management styles, the most highly 
rated were Honest, Approachable, Listener, Supportive 
and Customer focused. There were highest ratings for 
the statement of challenging procedures, being 
supported by line manager and encouraged to put 
forward new ideas. 

Training and development generally received a positive 
rating. The most positively rated statements are in the 
area of working environment and job security. 

Links to Fundamental Concepts 

We recognise the importance of our 
people in delivering the level of 
service that will keep our Guests 
satisfied and generate the loyalty 

that will enable us to achieve the financial 
performance expected by our operational stakeholder. 
This belief is embedded in our Vision. 

To enable us to formally track the satisfaction and 
motivation of our associate we use two key surveys, 
the Associate Opinion Survey and the Views survey. 
The Associate Opinion Survey provides detailed 
information on the levels of satisfaction of associates. 
It has been developed based on the important issues 
identified through focus groups with associates and is 
reviewed annually on the basis of these inputs. The 
survey consists of over 50 questions covering a wide 
range of issues including: 

• senior management performance 

• the job and tools for the job 

• pay and conditions 

• fairness of policies 

• opportunity for advancement 

• training and induction 

• dealing with customers 

• cross-functional working. 

As part of our balanced scorecard we have set 
increasingly stretching targets for these two 
questions. In 1997 we were trying to achieve a 79% 
satisfaction level overall this rose to 81% in 1998, 
82% in 1999 and is targeted at 84% in 2000 and 
85% in 2001. The above results show we have 
achieved close to or above target levels every year. In 
addition to these targets the units will focus 
themselves on particular questions, which are relevant 
to their own circumstances and prepare targets for 
these measures. 
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Sub-criterion 7A: 
Perception measures. 

Areas to address may include: 

• Motivation-career development, 

communication, empowerment, equal 

opportunities, involvement, leadership, 

opportunity to learn and achieve, 

recognition, target setting and 

appraisal, the organisation’s values, 

vision, mission, policy and strategy, 

training and development; 

• Satisfaction-organisation’s 

administration, employment conditions, 

facilities and services, health and safety 

conditions, job security, pay and 

benefits, peer relationships, the 

management of change, the 

organisation’s  environmental policy and 

impact, the organisation’s role in the 

community and society, working 

environment. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  T H E  M O D E L  I N  P R A C T I C E  2  123 123 
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Criterion 7Criterion 7 

3.7 People Results 

What the organisation is achieving in 

relation to its people. 

C
H

A
P

TE
R

3 Given the importance we place on 
our staff, we recognise the need to 
be able to manage associate 
satisfaction and motivation based on 

information that can be captured more frequently 
than the “perception measures”. In the Hotel and 
Leisure industry the primary predictor of the 
satisfaction and motivation of staff is your ability to 
keep staff. Average turnover in the industry is 
currently running at between 70% and 80%. The 
best of our competitors have turnover rates in excess 
of 50%. This is such an important measure that it 
constitutes one of our “top line” measures in our 
balanced scorecard. Our results show our 
performance is amongst the best in the industry. 

Response rates on the survey have risen from 80% to 
85% to 86% year on year. Given this is a voluntary 
survey the extremely high response rate clearly 
demonstrates a commitment. Our commitment to our 
staff includes helping them to develop their careers 
therefore we set a target to fill 75% of vacancies 
through internal appointment. This target was 
achieved. 

The desire of our people to get involved in the 
business is demonstrated through the success of the 
‘Tell Alan’ process. We have received 703 suggestions 
in the last year, 47% of these are either addressed or 
in the process of implementation or under review. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our response rate for the National 
Survey consistently exceeds the 
national rate. Our Regional Survey 
was a 100% census with 67% 

responding. 

Equal Opportunities: We perform well against the 
national average for employing women in 
management grades, particularly at the most senior 
levels. 

Employee Benefits: This expenditure includes nursery 
care and special aids for people with disabilities, 
which have increased significantly year on year since 
1996/7. 

Benevolent Fund: The Benevolent Fund is the last 
remaining Independent benevolent fund in the public 
sector. It assists staff in financial need. The increase in 
expenditure during 1999 is a result of our Fund 
Committee carrying out activities to market awareness 
of the fund plus an increase in amounts being 
awarded. 

Our Resource Director has discretion to award Special 
Bonuses to individuals or teams who have 
demonstrated outstanding performance. 

We continue to address attendance management 
through our People Strategy and can show fewer 
working days lost than all other regions with a 
consequent downward trend and improvement 
against the national average. In the last year 148 
vacancies in the region have been filled by upward 
progression. 

This represents around 6% of our people. 

We have 203 qualified National Vocational 
Qualification assessors and 117 working towards the 
award. 138 of our people hold National Vocational 
Qualification Level 3 in Customer Service and 34 are 
working towards it. 

We are one of only four regions to achieve the 
national target for 90% to achieve Level 3 in 
Guidance by March 2000. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The Investors in People Award was 
granted in February 1995, 
reassessed in 1998 and 2001 to 
reflect the changed indicators. The 

Investor in People standard demands that all staff be 
aware of the College goals and how training and 
development will be geared to help them achieve 
their objectives. The College complies with the 
standard and the staff are aware of how they can 
contribute to the success of the College. 

Employee Surveys demonstrate the success of the 
College’s internal policies in developing its staff and 
were taken at the annual conference. On Professional 
Development Satisfaction, 91% of employees said 
they were very satisfied. This is compared to a norm 
of 57% for the area in which the CTC is, which gives 
the CTC a 34% difference over the local target rate. 

Involvement, training and a hands-on approach to 
improvement have contributed to the responses from 
staff. The Governors, Principal and Management 

Team undertake to maintain and improve training 
activities for staff that is supported by the appraisals 
and target setting system. In addition, there is a 
signed statement from the Principal and the Chair of 
Governors that reinforces the backing of the 
Governors and Management Team towards the 
principle of commitment. 

Area Managers evaluate development actions from 
reports received from individuals. Appraisal gives 
individuals the opportunity to reflect upon positive 
and negative training experiences against their own 
individual objectives, which in the majority of case are 
directly linked to the business objectives of the 
College Development Plan. In addition, members of 
staff who have attended external courses are invited 
to share their evaluation of the course with other 
members of staff at special sessions at the annual 
training conference. 

Links to Fundamental Concepts 
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Sub-criterion 7B: 
Performance indicators. 

Areas to address may include: 

• Achievements-competency 

requirements versus competencies 

available, productivity, success rates of 

training and development to meet 

objectives; 

• Motivation and involvement-

involvement in improvement teams, 

involvement in suggestion schemes, 

levels of training and development, 

measurable benefits of teamwork, 

recognition of individuals and teams, 

response rates to people surveys; 

• Satisfaction-absenteeism and sickness 

levels, accident levels, grievances, 

recruitment trends, staff turnover, 

strikes, use of benefits, use of 

organisation provided facilities, (e.g. 

recreational, crèche); 

• Services provided to the organisation’s 

people-accuracy of personnel 

administration, communication 

effectiveness, speed of response to 

enquiries, training evaluation. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  123 123 
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Processes 

Society 
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Customer 
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People 
Results 

Key 
Performance 

Results 
Leadership 

The Excellence Model 

Innovation and Learning 

Enablers Results 
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Society Results Criterion 8 

The‘‘ organisation’s 
achievements 
with respect to 
society and the 
local community, 
based on their 
opinions and the 
organisation’s 
measures.

‘‘ 
1C Leaders’ involvement with 

customers/partners and 
representatives of society 

1 Leadership 

5 Processes 

4 Partnerships 
and Resources 

2 Policy and 
Strategy 

3 People 

2A Establishing society’s needs 
and expectations 

2C Balancing society’s needs 
and expectations 

2E Communicating policy and 
strategy 

3E Promoting awareness in health, 
safety and the environment 

4E Managing partnership 
relationships with 
representatives of society 
and the community 

5A Resolving interface 
issues outside the 
organisation 

8 Society 
Results 

Linkages with 
the enablers 

T H E  M O D E L  I N  P R A C T I C E  2  123 
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Criterion 8Criterion 8 

3.8 Society Results 

What the organisation is achieving in 

relation to local, national and international 

society as appropriate. 

C
H

A
P
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R

3 We strive to live our value ‘Social 
Responsibility’ by our commitment 
to corporate social responsibility 
which is driven by our key strategic 

themes: 

• Learning 

• Equality 

• Enterprise 

• Environment. 

These themes have been carefully identified with our 
community partners and have been recognised by 
Business in the Community as relevant and critical to 
the development of society in Northern Ireland. 

To ascertain society’s perceptions of our community 
programmes and to assist in the development and 
review of our community policy and strategy, we 
have, for the past three years, conducted a survey. 
Our target audience includes the business sector, 
community, education, elected representatives and 
voluntary organisations. 

Awareness of our involvement and commitment has 
increased year on year over the last three years. 

The extent to which support is given by us ‘has met/ 
exceeded expectations’ and has helped raise 
community profile. The proportion of those who feel 
that our support ‘far exceeded expectations’ has 
doubled in the last year. 

In comparison to the companies most approached for 
community support, this year’s survey shows that 
79% considered our company to be similar or much 
better than the benchmark company identified by the 
research group as the most popular company for 
sponsorship. 

We were awarded the business in the community 
special award for social responsibility at the 2001 
quality awards gala ceremony. This was the first year 
of the special award, which was presented to 
recognise outstanding commitment to community 
investment and social responsibility. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Although the school has not 
conducted a formal survey to 
establish society’s perceptions of the 
school – not easy when we serve a 

population of 600,000 – relationships between the 
school and its neighbourhood are very good and the 
school is highly regarded by the community in which 
it is based. Evidence for this can be found in feedback 
to the Chair of Governors who is also a local 
councillor, in the high demand for places in the 
integrated nursery and by comments made by parents 
of these local nursery children who every year make 
positive comments on the quality of service provided 
in the parental survey. Examples from recent Parent 
Voices include: 

• “A brilliant school you run for both children with 
special needs and local children.” 

• “Looking at other schools we found our school is 
highly regarded by other schools.” 

• “We have never heard anything against the 
school but lots of good comments even from 
people that know someone (not direct contact) 
that’s attended.” 

Most of this has been in the local newspaper but 
some has reached the nationals. It is worth pointing 
out that all this has been positive publicity for our 
youngsters and that we have also had TV coverage – 
five minutes on BBC North West (7m viewers) and 
several showings of the Teacher of the Year (three 
minutes) on the Disney Channel. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

We are a small company with an 
industrial estate on one side and 
two houses bordered by farmland 
on the other side. 

The company is aware of how it may impact on the 
local community and takes steps to ensure that it does 
not impact in any adverse way. 

The company is an equal opportunity employer and 
also follows the fair employment guidelines of the Fair 
Employment (Northern Ireland) Act 1989. 

The company has built strong partnerships with all 
relevant local authorities. As a consequence of 
involvement in Investors in People, the Managing 
Director became a member of the Investors in People 
recognition panel at the request of the local authority. 

The Managing Director keeps in close contact with 
the local council and has been invited by them to join 
a steering committee. The steering committee was set 
up to provide help and advice to local businesses, the 
Managing Director being asked to act as the small 
business advisor. 

The Managing Director and the Production Manager 
discussed with one of the neighbouring householders 
her concerns involving slight nuisance of smoke, smell 
and dust coming from the factory premises. The 
smoke and smell had been generated by occasional 
burning of offcut waste materials. To rectify the 
problem the offcut waste is now taken offsite and 
recycled or disposed of by waste specialists. 

Links to Fundamental Concepts 
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Sub-criterion 8A: 
Perception measures. 

Areas to address may include: 

• Performance as a responsible citizen-
disclosures of information relevant to 
the community, equal opportunities 
practices, impact on local and national 
economies, relationships with relevant 
authorities, ethical behaviour; 

• Involvement in the communities where 
it operates-involvement in education 
and training, support for medical and 
welfare provision, support for sport and 
leisure, voluntary work and 
philanthropy; 

• Activities to reduce and prevent 
nuisance and harm from its operations 
and/or throughout the life cycle of its 
products-health risks and accidents, 
noise and odour, hazards (safety), 
pollution and toxic emission; 

• Reporting on activities to assist in the 
preservation and sustainability of 
resources-choice of transport, 
ecological impact, reduction and 
elimination waste and packaging, 
substitution of raw materials or other 
inputs, usage of utilities, e.g. gases, 
water, electricity, new and recycled 
materials. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 

T H E  M O D E L  I N  P R A C T I C E  2  123 123 



�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

�

<E-------
Ill • 

T T 

Criterion 8Criterion 8 

3.8 Society Results 

What the organisation is achieving in 

relation to local, national and international 

society as appropriate. 
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Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The school contributes to society and 
the environment in five key ways: its 
support for charitable and 
community causes by increasing 

access to and links with the community to help to 
break down perceptual barriers between able bodied 
and handicapped members of society, by its increasing 
partnership with other mainstream and other special 
schools (which helps to develop and share good 
practice in special needs education), by its 
involvement with local colleges and universities 
(supporting education and training of students) and 
finally in its impact on the environment. 

Throughout our existence we have supported town 
and national charities, we have afforded our services 
and our facilities to a wide range of organisations. 
These include, in recent years: Macmillan Nurses-
World’s biggest coffee mornings (annually). Mayor of 
Oldham’s Charity Appeal (annually). Comic Relief 
(1995, 1997 & 1999). Shelter-Homeless Charity. 
Down’s Syndrome Fashion Show. National Association 
for Special Educational Needs. Save the Children 
Fund-money raised by the children running a tuck 
shop. Sponsored Silence Macmillan Nurse. Poppy Day-
Kosovo refugees 12.4.99. 

For many years our school nurse, now retired but still 
active, has co-ordinated and driven lorries with gifts 
for Romania and now Kosovo, these are well 
supported by staff and children. This year children 
sent shoeboxes to Albania and clothes to Kosovo 
refugees. 

In 1991 the Head set up the Coverhill Trust funded 
from his Health Authority earnings and this makes 
grants to help individual children or parents, to 
promote school projects, and other charitable causes 
which further the ends of the school. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

To demonstrate our commitment to 
the Government’s New Deal 
programme, we have formed a 
partnership between ourselves, 

Croxteth Community Trust known as the 580 
Partnership and Liverpool Hope University. The 
scheme is to bring empty homes back into use and 
has provided a wage and training to 12 individuals 
under the New Deal for Housing scheme. 

We are also signed up to the Government 
programme, by directly employing individuals under 
the New Deal initiative – so far we have employed 
two people. 

We actively support local Training initiatives, 
particularly relating to minority groups. We currently 
have 3 trainees from Merseyside Skills Training on two 
year training programmes. We have been 
participating in this scheme for the last ten years and 
have given permanent employment to most of the 
trainees who were originally placed with us. 

Within our Information Technology section, we have 
partnered with Blackburn House, Women’s 
Technology and Education Centre and have offered 
work experience placements so far to 6 women, one 
of whom is now in permanent employment with us 
on a part-time basis to enable her to continue 
studying for a degree in Computer Studies. 

We are committed to working with schools within our 
communities and always react favourably to requests 
for pupils to gain work experience with us. Locally, 
The Manufacturing, Science and Finance Trade Union 
were awarded funding to run their own project – 
Building trade union capacity to support employee 
development in the Voluntary sector. One of our 
members of staff has been trained via this project as a 
Learning Representative for staff in the Trust and is 
now working in a partnership arrangement with our 
Training and Development Manager to improve access 
to training and development. 

Links to Fundamental Concepts 

A total of 27 measures have been 
defined covering all aspects of the 
scope of the society measures. These 
include a four-year trend showing 

how the organisation has increased its worldwide 
community investment from 36 million Euros to over 
47 million Euros, a consistent decrease in the level of 
waste for disposal with the current results being close 
to target, and an increase in the number and level of 
investment in water stewardship projects. 

The effect of changes on the local community is 
measured through monitoring the number of jobs 
transferred during re-structuring programmes. Given 
the history of a male dominated industry, the number 
of females in senior positions provides an indication of 
the effectiveness of the equal opportunities policies. 
Our top 300 managers are drawn from 33 countries, 
a growing proportion (21%) are women-up almost 
100% since 1992. 

In the Philippines we are working in a multi-sector 
partnership to rehabilitate Manila’s polluted river while 
in China initiatives include planting half a million 
trees. In Greece our factory recycles its hot water to 
heat the local school. 

Our commitment to sustainability was recognised with 
our inclusion as an industry group leader in the food 
products sector of the Dow Jones Sustainability Group 
Indexes. 

In addition to the measures that have improving 
trends, targets and external comparisons, a number 
are tracked that indicate society’s satisfaction with the 
organisation. These include positive press coverage 
and the number of internal environmental award that 
are given. 
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Sub-criterion 8B: 
Performance indicators. 

Areas to address may include: 

• Those listed under sub-criterion 8a; 

• Handling changes in employment 

levels; 

• Press coverage; 

• Dealings with authorities on issues such 

as-certification, clearances, 

import/export, planning, product 

release; 

• Accolades and awards received. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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T T 
123 T H E  M O D E L  I N  P R A C T I C E  2  

Partnerships 
& Resources 

Policy & 
Strategy 

People 

Processes 

Society 
Results 

Customer 
Results 

People 
Results 

Key 
Performance 

Results 
Leadership 

The Excellence Model 

Innovation and Learning 

Enablers Results 

© EFQM – 1999 

Key Performance Results Criterion 9 

The‘‘ organisation’s 
achievements, 
both financial and 
non-financial, 
covering results 
that are planned 
and operational 
measures that are 
used to monitor 
and predict.

‘‘ 
1A Leaders develop the 

organisation’s mission 
and vision 

1 Leadership 

5 Processes 

4 Partnerships 
and Resources 

2 Policy and 
Strategy 

3 People 

2A Establishing society’s needs 
and expectations 

2C Balancing society’s needs 
and expectations 

2E Communicating policy and 
strategy 

3B Ensuring people’s competencies 
add value to the organisation 

4B Managing financial 
resources 

5B Processes are improved 
to add value for 
stakeholders 

9 Key 
Performance 
Results 

Linkages with 
the enablers 
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Criterion 9Criterion 9 

3.9 Key Performance Results 

What the organisation is achieving in 

relation to its planned performance. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

We effectively implement an annual 
maintenance programme for the 
repair and maintenance of all the 
Council’s property stock which totals 

250 schools including Nursery, Primary, Special 
Educational Need and Secondary education provision. 

In each of the past six years we have fully completed 
the programme within budget. The Authority has 
been particularly successful in bidding for funding 
under the Government’s New Deal for Schools 
Initiative and has delivered impressive capital 
programme projects such as the development of 
Rugby Library, the Leamington Pump Rooms Library, 
Camp Hill Family and Community Care Centre and 
the £25m Schools Reorganisation Programme. 

We were able to respond to a very tight timescale and 
deliver the first three phases on time and within 
budget. Lease terms have been agreed to specifically 
allow flexibility for the new tenants, which has 
resulted in increased occupancy and thus improved 
job creation opportunities. 

As part of the County’s philosophy to develop 
identifiable trading areas we have extended trading 
accounts. These now extend to cover the urban and 
rural estates areas. 

Over the last six years an under spend of £677,000 
was achieved in the business unit functions. 

We have developed a new computerised Rent 
Management System to enable the department to 
take responsibility for the collection of rent for the 
whole of the County Council. Previously individual 
departments had undertaken this. As a result of these 
changes we identified additional rents of £20,000 and 
also identified an overpayment of VAT of £27,000 
that was subsequently recovered. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The reporting of business results is 
strong. Fiscal reporting is very 
formalised, budgets are produced 
and updated with forecasts. 

When the company is compared to others in the 
United Kingdom Benchmark Index survey, its Business, 
or Key Performance, Results have been in the top 
10% for the last 4 years and the top 3% for the last 3 
years. This performance is the more creditable when 
one considers that we are being compared to 
companies in the successful electronics sector. 

Three key areas of performance for us are Gross Profit 
Margin, Break-even analysis and Turnover. The gross 
profit margin performance is excellent compared to 
the UK small company average, which is quoted at 
50%. Turnover per employee has risen in the last 4 
years with a 20 % rise in the last year. Gross profit per 
employee has risen over the last 5 years, which is a 
gain of over 50% during this time period and a 10% 
rise on last year. Net profit per employee has risen 
over the last 4 years and significantly over the last 12 
months with a 62% rise. 

Another area that has produced good results is in the 
reduction of debtor days. We have seen a year on 
year reduction for the last 4 years. 

Links to Fundamental Concepts 
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Our success at converting calls to 
applications has increased year on 
year, which in book balance terms is 
an increase of £250 m year on year. 

We now control 70% of the Career Development 
Loan market. To improve service, efficiency and reduce 
costs, Career Development Loans were centralised. 

The customer now has one central point of contact 
whereas previously, only 200 out of 2000 offices had 
Career Development Loan specialists. Our main goal 
was to migrate the 22,000 existing Career 
Development Loan accounts within the timescale set, 
which we were successful in completing. We wrote 
8,537 new Career Development Loans totalling 
£36.4m, against targets of 7,927 and £33.8m 
respectively. 

Profit per loan on file and profit per employee have 
risen dramatically since 1991. Profit per employee has 
actually risen by 1563% since 1991. 

Fraud can seriously diminish profits and in 1992 we 
invested in our new fraud detection system which has 
vast analytical powers and is used to combat 
fraudulent applications (those customers applying 
with no intention to repay). We have prevented 
£42,876,964 worth of fraud since 1991. 

Sub-criterion 9A: 
Key performance outcomes. 

Areas to address may include: 

• Financial outcomes including-share 

price, dividends, gross margins, net 

profit, sales, meeting of budgets; 

• Non-financial outcomes including-

market share, time to market, volumes, 

success rates. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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Criterion 9Criterion 9 

3.9 Key Performance Results 

What the organisation is achieving in 

relation to its planned performance. 

C
H

A
P

TE
R

3 The business uses a series of key 
indicators to predict what is 
happening to the outcomes. In this 
way we are able to adapt processes 

and change strategies to address issues before they 
have significant impact on the outcomes. The main 
indicators are: 

Occupancy-a key indicator of yield premium given as a 
percentage of room availability. 

Rooms sold – the absolute number of rooms sold 
provides a clear indication of success and a key 
indicator of total revenue. Up 17% last year. 

Average rates-this represents the average rate earned 
per occupied room and is a further indicator of yield 
premium, measured in £s up 5%. 

We also consider the performance of each element of 
the service we provide to be an indicator of our 
overall performance outcomes. For example, we 
consider the food and beverage revenue we generate 
for each of our occupied rooms. Information on 
revenue on food and beverage is tracked monthly. 
This enables us to predict potential problems and 
make necessary adjustments. To ensure this increase 
in revenue is adding value to the business and is not 
simply achieved through discounting we also track the 
food and liquor margins as a percentage of the 
turnover. Conference revenue is also tracked monthly 
to help predict problems with total revenue. This has 
risen by nearly 20% this year. With the growth in 
leisure time we have recognised the need to focus 
attention on the growth of our golf and leisure 
elements of the business. In addition to tracking the 
revenue we gain from these business we also track 
the growth in the business by focusing on the 
membership numbers. This area has seen a 20% 
growth in revenue year on year. 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

Our key additional measures of the 
organisation’s performance results 
are driven by enabler action from 
Leadership, Policy and Strategy, and 

Processes. 

Our quality projects database contains more than 350 
projects, including research, audit, and opinion 
surveys. 

We also submit all our research projects to the 
National Research Register. Examples of such projects 
include: 

Psychological therapies-the impact of confrontation of 
abusers by survivors of childhood sexual abuse. 

Psychological Therapies Outcome Study. This has 
benefited clients/commissioners by 

• helping clients to comment on their needs before 
being seen 

• getting feedback from clients on outcome and 
quality of service 

• feeding back outcome measures to clinicians 

• improving service audit and ability to feed back 
info to GPs, commissioners, and the Trust. 

Analysis of Repertory Grid data in Clinical Psychology 
Process Research. 

Child and Adolescent Psychiatry – Use of the Hospital 
Anxiety Depression scale with adolescents. The 
standardisation of the Hospital Anxiety and 
Depression scale for use with adolescents project has 
led to changes in outcome measures, so that clients in 
child psychiatry are now monitored more regularly 
than they were. 

Although most of the required training is identified 
from the annual Training Needs Analysis, training 
programmes are also arranged to respond to new 
demand in-year. For example, the number of training 
sessions offered by the Training and Development Unit 
for last year was initially 245. A number of sessions 
were added throughout the year, (e.g. approximately 
100 Handling and Moving sessions, 28 Health a 
Safety sessions, and a further 50 Information 
Management and Technology training sessions) giving 
a total of 423 sessions. 

Links to Fundamental Concepts 

Leadership and 
constancy of purpose 

Management by 
process and facts 

People development 
and involvement 

Continuous learning, 
improvement and 
innovation 

Customer focus 

Partner development 

Public responsibility 

Results orientation 

The company has published results 
for the past five years producing 
Company Report which was 
circulated in the company and thus 

to all stakeholders. 

Competitors are not required to publish detailed data 
under exemptions for small businesses and the larger 
competitors’ results are consolidated into group 
accounts. Estimates of competitor performance have 
been produced using the limited published data, 
credit reports and information from trade contacts. 

Assumptions have been made, using our performance 
levels on ratios such as Debtors and Creditors, and the 
results indicate that the company is performing 
significantly better in profitability terms. Turning to 
more detailed, secondary financial measures, the 
United Kingdom Benchmark Index has many lower 
level financial performance ratios, although true 
comparison is always problematic owing to different 
reporting methodologies. With so many measures it is 
impossible for the company to excel in all the areas, 
indeed some are adversely affected by improvements 
in others. Of the 11 key performance indicators, 8 
show an upward trend and 3 are about even. On the 
Business Excellence Benchmark, 6 indicators show an 
upward trend, 3 are stable. 

The Board of Directors has reviewed this performance 
and is generally satisfied, but has used the figures to 
generate more specific policies in some areas. An 
example is Debtor Days, with such a high level of 
export sales; we are probably performing better than 
indicated, but as a safeguard Debtor Insurance has 
been taken out. The company is using the external 
benchmark as a measure to drive down debtor days, 
by focusing on the performance levels of our peers, 
even though we expect that their performance is 
mainly UK related. Terms given for most export orders 
are 60 days, and exports account for 90+% of 
turnover. 

Links to Fundamental Concepts 
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Sub-criterion 9B: 
Key performance indicators. 

Areas to address may include: 

• Processes-performance, deployment, 
assessments, innovations, 
improvements, cycle times, defect rate, 
maturity, productivity, time to market; 

• External resources including 
partnerships-supplier performance, 
supplier price, number and value added 
of partnerships, number and value 
added of innovative products and 
services solutions generated by partners, 
number and value added of joint 
improvements with partners, recognition 
of partners’ contribution; 

• Financial-cash flow items, balance sheet 
items, depreciation, maintenance costs, 
return on equity, return on net assets, 
credit ratings; 

• Buildings, equipment and materials-
defect rates, inventory turnover, utility 
consumption, utilisation; 

• Technology -innovation rate, value of 
intellectual property, patents, royalties; 

• Information and knowledge-accessibility, 
integrity, relevance, timeliness, sharing and 
using knowledge, value of intellectual 
capital. 

Links to Fundamental Concepts 

Leadership and Customer focus 
constancy of purpose 

Partner development 
Management by 
process and facts Public responsibility 

People development Results orientation 
and involvement 

Continuous learning, 
improvement and 
innovation 
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	CHAPTER 3 
	Leadership 
	Leadership 
	Criterion 1 
	Criterion 1 
	Leaders set the
	organisation’s direction, a plan for getting there, ensure all employees are on board and are involved with key 
	‘‘ 

	stakeholders.
	‘‘ 
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	1D Getting people on board 
	1A Setting expectations 
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	1C Working with external parties 
	4 Partnerships and Resources 
	Linkages between the sub-criteria and with the other enablers 
	Linkages between the sub-criteria and with the other enablers 

	Criterion 1Criterion 1 
	3.1 Leadership 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring that the organisation’s management system is developed and implemented. 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring that the organisation’s management system is developed and implemented. 
	Each year our vision is reviewed as 
	part of our annual performance 
	review and planning process to 

	ensure it remains our guiding principle and helps identify our business priorities. 
	Our Executive team emphasize the importance they place on ‘living the values’ and devised the ‘value driven change’ programme. Under this programme the vision and values were used to test the validity of all actions underlining all our behaviours that would take us towards the goal of becoming world-class. Each senior manager from the Managing Director downwards, owns and leads value-driven action or actions. 
	Our Executive team lead through example by always being the first group to be trained when each new improvement initiative is introduced to strengthen sections of the Excellence Model. The leadership effectiveness of our managers is assessed through the performance planning review (PPR). 
	The individual manager’s strengths and objectives for improvement are identified and reviewed with their 
	line manager as part of their annual assessment. We reinforce and sustain our approach to leadership by all our managers going through 360-degree personal feedback reviews. 
	Our managers have successfully led the company-wide deployment of quality initiatives such as ISO 9002, Charter Mark, ISO14001 and Investors in People. To date our Executive team have participated in Quality Improvement Teams, as sponsors, leaders or team members, covering over 300 projects. 
	We train our managers in the skills required to support their teams and use a cascade approach to communications to ensure accessibility and common understanding through two-way interaction. 
	Links to Fundamental Concepts 
	Leadership and 
	Leadership and 
	Leadership and 
	Leadership and 
	Customer focus 

	constancy of purpose 
	constancy of purpose 

	TR
	Partner development 

	Management by 
	Management by 

	process and facts 
	process and facts 
	Public responsibility 

	People development 
	People development 
	Results orientation 

	and involvement 
	and involvement 

	Continuous learning, 
	Continuous learning, 

	improvement and 
	improvement and 

	innovation 
	innovation 



	The organisation reviewed its Mission, Vision and Values and agreed on statements that underpin the work of the Department. These statements influence how we approach the work we do and how we deal with people inside and outside the Agency. There have been calls for a radical change in culture, service and approach so that assessments are calculated quickly and accurately. In preparation we have ensured that all leaders have the skills and knowledge to do their job by developing and delivering a comprehensi
	The organisation reviewed its Mission, Vision and Values and agreed on statements that underpin the work of the Department. These statements influence how we approach the work we do and how we deal with people inside and outside the Agency. There have been calls for a radical change in culture, service and approach so that assessments are calculated quickly and accurately. In preparation we have ensured that all leaders have the skills and knowledge to do their job by developing and delivering a comprehensi
	The organisation reviewed its Mission, Vision and Values and agreed on statements that underpin the work of the Department. These statements influence how we approach the work we do and how we deal with people inside and outside the Agency. There have been calls for a radical change in culture, service and approach so that assessments are calculated quickly and accurately. In preparation we have ensured that all leaders have the skills and knowledge to do their job by developing and delivering a comprehensi
	The Managing Director formed the company in 1990 with a vision ‘to be the best moulding manufacturer’. From this vision he developed a mission by 1993 that focuses on continual improvement and customer satisfaction. This family have brought to the business certain values, which have provided a solid foundation for their family life. These values are integrity, loyalty, respect and working together as a team and they are an inherent part of the company. The partnerships that the Managing Director has built w


	CHAPTER3 
	Sub-criterion 1A: Leaders develop the mission, vision and values and are role models of a culture of excellence. 
	Sub-criterion 1A: Leaders develop the mission, vision and values and are role models of a culture of excellence. 
	Sub-criterion 1A: Leaders develop the mission, vision and values and are role models of a culture of excellence. 
	Areas to address may include: 
	• 
	• 
	• 
	Developing the organisation’s mission and vision; 

	• 
	• 
	Developing and role modelling ethics and values that support the creation of the organisation’s culture; 

	• 
	• 
	Reviewing and improving the effectiveness of their own leadership and acting upon future leadership requirements; 

	• 
	• 
	Being personally and actively involved in improvement activities; 

	• 
	• 
	Stimulating and encouraging empowerment, creativity and innovation; 

	• 
	• 
	Encouraging, supporting and acting upon the findings of learning activities; 

	• 
	• 
	Prioritising improvement activities; 

	• 
	• 
	Stimulating and encouraging collaboration within the organisation. 



	Criterion 1Criterion 1 
	3.1 Leadership 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring the organisation’s management system is developed and implemented. 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring the organisation’s management system is developed and implemented. 
	A five element ‘Management 
	System’ has been defined by leaders 
	that demonstrates how the top-level 

	strategic goals are realised through a process management model. This framework has been developed at the most senior leadership level of the business. 
	The first element, ‘The Way We Lead’, is the definition of the goals using a framework that details how the growth of the business will be achieved through the delivery of six strategic themes. These include a statement on the required culture and operational improvements such as Supply Chain efficiency. Each strategic theme has a set of clear goals. 
	The second element is the business model for the organisation and this defines ‘The Way 
	We Work’. Reviewed and refined through many cycles, this business model represents all the activities of the business. This element is followed by the ‘The Way We Measure Progress’ element, where the current performance is compared with the planned performance. This element includes the use of self-assessment in a diagnostic way to identify the drivers that are required to meet the required levels of performance. 
	The fourth and fifth elements relate to managing change. ‘The Way We Transform’ features the approach to organisation re-design and ‘The Way We Develop People’ to the way that the leaders and the desired culture of the future are developed. 
	Links to Fundamental Concepts 
	Leadership and 
	Leadership and 
	Leadership and 
	Leadership and 
	Customer focus 

	constancy of purpose 
	constancy of purpose 

	TR
	Partner development 

	Management by 
	Management by 

	process and facts 
	process and facts 
	Public responsibility 

	People development 
	People development 
	Results orientation 

	and involvement 
	and involvement 

	Continuous learning, 
	Continuous learning, 

	improvement and 
	improvement and 
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	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Foreign language teaching is not obligatory at primary level. However, striving for continual excellence we have an action plan for European languages to be taught from the age of 6 years old. The Headteacher was committed to the idea of teaching a second language to children as youn
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Policy and strategy are implemented and delivered through a suite of key processes which are subject to systematic monitoring, review and improvement through regular meetings at which both leaders and staff attend. These meetings range in frequency and formality. Every morning at 9:3
	CHAPTER3 

	Sub-criterion 1B: Leaders are personally involved in ensuring the organisation’s management system is developed, implemented and continuously improved. 
	Sub-criterion 1B: Leaders are personally involved in ensuring the organisation’s management system is developed, implemented and continuously improved. 
	Sub-criterion 1B: Leaders are personally involved in ensuring the organisation’s management system is developed, implemented and continuously improved. 
	Areas to address may include: 
	• 
	• 
	• 
	Aligning the organisation’s structure to support delivery of its policy and strategy; 

	• 
	• 
	Ensuring a system for managing processes is developed and implemented; 

	• 
	• 
	Ensuring a process for the development, deployment and updating of policy and strategy is developed and implemented; 

	• 
	• 
	Ensuring a process for the measurement, review and improvement of key results is developed and implemented; 

	• 
	• 
	Ensuring a process, or processes, for stimulating, identifying, planning and implementing improvements to enabling approaches, e.g. through creativity, innovation and learning activities, is developed and implemented. 



	123THE MODEL IN PRACTICE 2123 THE MODEL IN PRACTICE 2 
	Criterion 1Criterion 1 
	3.1 Leadership 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring the organisation’s management system is developed and implemented. 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring the organisation’s management system is developed and implemented. 
	The divisional ring fence supported 
	by the Customer Satisfaction Survey 
	is used to determine our key 

	interfaces. Where key partnerships are identified, the process of ‘Building Business Partnerships’ is implemented. Use of the process is at the discretion of the general managers and forms a key element of the ‘Challenge of Leadership’ programme. 
	Two of our managers ensure that our policy of Building Business Partnerships, with the objectives of doubling the Customer Satisfaction Index and halving flight line complaints, is understood throughout our organisation. Our 200 leaders are playing the major role in achieving these stretch targets and to emphasise our intent we invited seven of our customers to participate in a process management workshop. Each paired with one of our managers to address the corporate company strategy of establishing better 
	This partnering lead has been cascaded through our organisation. Our customers are highly complimentary and the strong partnerships form solid foundations for the future. 
	We have weekly business reviews with managing directors of the Operating Business Units who supply the components and parts we assemble into engines. Delivery performance, quality and cost are monitored to ensure components are delivered to the engine build line at the contracted date. 
	A quarterly forum for all our managers provides a mechanism to receive customers’ and suppliers’ input. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Leaders regularly meet our stakeholders and their representatives and the feedback we receive is used in the development of Policy and Strategy. The purpose of these meetings is to identify and address stakeholder needs and to use this feedback in the development of Policy and Strate
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our philosophy that all six of us are “leaders” and cover each other’s responsibilities does mean that there is little difference between what the company does and what its leaders do. A larger company might have a sales-force to whom leaders could role model actions and behaviours s
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 


	Sub-criterion 1C: Leaders are involved with customers, partners and representatives of society. 
	Sub-criterion 1C: Leaders are involved with customers, partners and representatives of society. 
	Sub-criterion 1C: Leaders are involved with customers, partners and representatives of society. 
	Areas to address may include: 
	• 
	• 
	• 
	Meeting, understanding and responding to needs and expectations; 

	• 
	• 
	Establishing and participating in partnerships; 

	• 
	• 
	Establishing and participating in joint improvement activity; 

	• 
	• 
	Recognising individuals and teams of stakeholders for their contribution to the business, for loyalty etc; 

	• 
	• 
	Participating in professional bodies, conferences and seminars, particularly promoting and supporting Excellence; 

	• 
	• 
	Supporting and engaging in activities that aim to improve the environment and the organisation’s contribution to society. 



	Links to Fundamental Concepts 
	Leadership and 
	Leadership and 
	Leadership and 
	Leadership and 
	Customer focus 

	constancy of purpose 
	constancy of purpose 

	TR
	Partner development 

	Management by 
	Management by 

	process and facts 
	process and facts 
	Public responsibility 

	People development 
	People development 
	Results orientation 

	and involvement 
	and involvement 

	Continuous learning, 
	Continuous learning, 

	improvement and 
	improvement and 

	innovation 
	innovation 



	Criterion 1Criterion 1 
	3.1 Leadership 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring the organisation’s management system is developed and implemented. 
	How leaders develop and facilitate the achievement of the mission and vision, develop values required for long-term success and implement these via appropriate actions and behaviours, and are personally involved in ensuring the organisation’s management system is developed and implemented. 
	Key events at which the Company’s 
	entire Executive Management Team 
	communicates Vision and Values and 

	Strategic Direction are the yearly all-employee forums, twice-yearly manager briefings and three monthly employee forums. Other leaders supplement these channels with ongoing daily communications. In addition, a wide range of Senior Managers participate in employee induction programme presenting the Company’s Vision, Strategy and Targets to new starters. 
	Following review, measurement of the deployment of Vision and Values was introduced. Results show the effectiveness of the approaches in achieving wide deployment and driving the creation of a single company culture: All of the approaches indicated above in support of communicating Vision, Values and Strategy have associated direct question and answer activities. 
	The employee forum process has a particular role to play in providing access to leaders as this happens on a more frequent basis and allows a greater amount of discussion, leading to direct leadership action. 
	Following feedback and a review of its approaches the Executive Management Team has implemented a site visit programme to increase their personal accessibility and allow employees to meet directors and discuss issues of concern. 
	The Executive Management Team and Development Steering Group review process performance during the year and annually review and improve the approaches for helping people to achieve objectives and targets. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The Staffing Committee meets at least twice a term to review and discuss issues relating to the organisation’s personnel. The key issue throughout the year was the recruitment and retention of staff, particularly teaching staff. The School was fortunate to end the year (and start the
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Six monthly review of progress with all employees on a one to one basis has been introduced. Each manager attends a quarterly review with the General Manager to ensure all personal and departmental/factory goals and objectives are being maintained. The manager then takes up issues wi
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 


	Sub-criterion 1D: Leaders motivate, support and recognise the organisation’s people. 
	Sub-criterion 1D: Leaders motivate, support and recognise the organisation’s people. 
	Sub-criterion 1D: Leaders motivate, support and recognise the organisation’s people. 
	Areas to address may include: 
	• 
	• 
	• 
	Personally communicating the organisation’s mission, vision, values, policy and strategy, plans objectives and targets to people; 

	• 
	• 
	Being accessible, actively listening and responding to people; 

	• 
	• 
	Helping and supporting people to achieve their plans, objectives and targets; 

	• 
	• 
	Encouraging and enabling people to participate in improvement activity; 

	• 
	• 
	Recognising both team and individual efforts, at all levels within the organisation, in a timely and appropriate manner. 
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	Policy and Strategy 
	Policy and Strategy 
	Criterion 2 
	Criterion 2 
	Leaders
	Leaders

	develop a policy and strategy based on the organisation’s capabilities and on stakeholders’ needs, and ensure it is reviewed, updated, communicated 
	‘‘ 

	and implemented.
	‘‘ 
	1 Leadership 4 & 5 Partnerships and Resources, Processes 
	2A Understanding stakeholders 
	2A Understanding stakeholders 
	2B Understanding capability 

	2C Formulating strategy 
	2D Deploying strategy 
	2D Deploying strategy 
	2E Communicating and planning 

	3 People3, 4 & 5 People, Partnerships and Resources, Processes 
	Linkages between the sub-criteria and with the other enablers 
	Linkages between the sub-criteria and with the other enablers 
	THE MODEL IN PRACTICE 2 

	Criterion 2Criterion 2 
	3.2 Policy and Strategy 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 

	Sub-criterion 2A: Policy and strategy are based on the present and future needs and expectations of stakeholders. 
	Sub-criterion 2A: Policy and strategy are based on the present and future needs and expectations of stakeholders. 
	Sub-criterion 2A: Policy and strategy are based on the present and future needs and expectations of stakeholders. 
	A detailed review of the needs of the 
	major stakeholders, competitors, 
	market and industry conditions led to 

	the establishment of some focussed top-level goals for the organization. These goals, which were set for a 1999–2004 timeframe, centred on growth in both revenue and profitability. 
	To communicate the stakeholder needs to business areas, these needs were translated into a programme, which is termed ‘Path to Growth’. Path to Growth goes beyond the basic financial targets to embrace a set of strategic thrusts that provide guidance on how the long-term goals will be achieved. A business graphic or logo has been designed detailing these thrusts, which includes ‘hard’ deliverables such as supply chain performance as well as ‘softer’ elements such as the enabling culture that is desired. The
	A unique feature of the approach is the communication strategy to support consistency of purpose, where many communication channels have been activated. A summary brochure containing an outline of the programme and the targets has been produced and issued to all staff. The communication is supported by other vehicles such as the use of the programme logo as a computer screensaver. The logo and details of programme appear regularly in company magazines, both at the corporate and business group level. 
	The programme appears regularly on company presentations and web pages. As an example, the chairman’s web page has a link to a ‘Path to Growth’ area that details progress to date and success stories. This focus of the programme is maintained at all leadership levels of the organisation. 
	The consistent reinforcement of the message through the communication channels has also enabled the refocusing of the message as the programme has evolved. Following the first year of the programme significant progress was made in a number of areas. Following a review, at the start of the second year, the main messages were repeated and progress communicated. It was also decided to focus the activity onto three primary areas in order to create ‘a space for growth’. 
	-

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our mission statement, “Working together to provide Best Value services”, has been developed to display our commitment to partnerships with all of our stakeholders. The focus of our business planning process is the annual strategic workshop to which inputs regarding our stakeholders 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The College is now at a critical stage publicly proving the sustainability of the principle of beacon schools to pioneer the very best practice. After 10 or so years, the College has the confidence and expertise to lead into the next stage of national education development. Our devel
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 
	Areas to address may include: 
	• 
	• 
	• 
	Gathering and understanding information to define the market and market segment the organisation will operate in both now and in the future; 

	• 
	• 
	Understanding and anticipating the needs and expectations of customers, employees, partners, society and shareholders, as appropriate; 

	• 
	• 
	Understanding and anticipating developments in the market place, including competitor activity. 
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	Criterion 2Criterion 2 
	3.2 Policy and Strategy 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 


	Sub-criterion 2B: Policy and strategy are based on information from performance measures, research, learning and creativity related activities. 
	Sub-criterion 2B: Policy and strategy are based on information from performance measures, research, learning and creativity related activities. 
	Sub-criterion 2B: Policy and strategy are based on information from performance measures, research, learning and creativity related activities. 
	Internal data is sourced via our own 
	performance monitoring records, 
	enabling us to identify process 

	improvement priorities. Upward information is also sought from our employees, via our employee survey. Input-output analysis, capacity planning and process capability studies are undertaken during our (Departmental business and technical analysis) process. 
	The importance placed on the data sources during the policy development process reflects the over-riding business situation and needs of the time. The last 12 months have been directed strongly on ‘profitability and competitiveness’, which is reflected in our emphasis on increasing value-added productivity. Following our annual policy review for 1999 the revised goal was significantly more difficult with a ‘breakthrough’ approach required to redefine our cost base and increase competitiveness. 
	The recent policy review for 2000 the then Senior Management Team that included the Manufacturing Director and Finance Manager concluded ‘customer perceived value’, is to be the next step in building our company’s competitive edge. 
	Due to the extremely competitive nature of the market-place direct competitor analysis is not available, although competitor analysis is carried out for us as an operational unit by the Europe Sales Divisions. 
	The organisation gains other contributory benchmark performance data through involvement in several activities: Supply chain and materials benchmarking is through involvement with the annual KPMG Supply Chain Excellence Awards. In 1999 we were winners of the ‘Most improved company’ category, in 2000 we were one of six finalists. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The Agency has linked its programme of Better Quality Service reviews (part of the Modernising Government Initiative to improve service within the public sector) to the European Foundation for Quality Management Excellence Model. Self-assessment is conducted of the function or servic
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The College Development Plan sets targets with performance indicators that are agreed with teams. Primarily, the plan incorporates educational needs, both as decreed by the Government and the Department for Education and Employment, and those required by students, parents, the commun
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 
	Areas to address may include: 
	• 
	• 
	• 
	Collecting and understanding output from internal performance indicators; 

	• 
	• 
	Collecting and understanding the output from learning activities; 

	• 
	• 
	Analysing the performance of competitors and best in class organisations; 

	• 
	• 
	Understanding social, environmental and legal issues; 

	• 
	• 
	Identifying and understanding economic and demographic indicators; 

	• 
	• 
	Understanding the impact of new technologies; 

	• 
	• 
	Analysing and using stakeholders’ ideas. 
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	Criterion 2Criterion 2 
	3.2 Policy and Strategy 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy,  supported by relevant policies, plans, objectives, targets and processes. 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy,  supported by relevant policies, plans, objectives, targets and processes. 


	Sub-criterion 2C: Policy and strategy are developed, reviewed and updated. 
	Sub-criterion 2C: Policy and strategy are developed, reviewed and updated. 
	Sub-criterion 2C: Policy and strategy are developed, reviewed and updated. 
	Areas to address may include: 
	• 
	• 
	• 
	Developing policy and strategy consistent with the organisation’s mission, vision and values and based on the needs and expectations of stakeholders and information from learning and innovation activities; 

	• 
	• 
	Balancing the needs and expectations of stakeholders; 

	• 
	• 
	Balancing short and long-term pressures and requirements; 

	• 
	• 
	Developing alternative scenarios and contingency plans to address risks; 

	• 
	• 
	Identifying present and future competitive advantage; 

	• 
	• 
	Aligning the organisation’s policy and strategy with that of partners; 

	• 
	• 
	Reflecting the fundamental concepts of Excellence in policy and strategy; 

	• 
	• 
	Evaluating the relevance and effectiveness of policy and strategy; 

	• 
	• 
	Identifying critical success factors; 

	• 
	• 
	Reviewing and updating policy and strategy. 



	THE MODEL IN PRACTICE 2 
	Our planning process provides the 
	Our planning process provides the 
	framework for defining our 
	strategies and policies, generating 

	business objectives and translating them into Corporate and Business Unit Balanced Scorecard key performance targets. Individual objectives and targets, which support these plans and scorecards, are then drawn up. Our strategic planning process is a top down framework that provides all our managers with a set of top-down guideline strategies that link and harmonise all our company wide objectives, targets, scorecards and improvement initiatives. 
	The use of the Excellence Model has helped us refocus our overall approach to delivering the principles of continuous and breakthrough improvements through our strategy and policies. We use the Excellence Model as a tool to help measure the effectiveness of our strategies against our results. In order to ensure the deployment of improvement activities across all our businesses, our managers are assigned as action-owners of areas from improvement identified from our annual assessments against the Model. We b
	During the past five years we have further developed our strategy and policies to reflect the changing needs of our stakeholders. Our scorecards help us to ensure that we attempt to balance the needs and expectations of all four sections of the scorecard i.e. in providing customer service excellence, maximising shareholder value, improving internal processes and developing growth and innovation. 
	Our Executive team maintains our rolling 3-year plan on an annual cycle, using a top-down planning methodology with bottom up input through feedback from our people. Our annual planning schedule covers around 4 months, with the production of a series of iterative drafts of the following year’s plan and budgets based on scenario planning and end-of-year performance estimates. 
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	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The content of the office business plan is debated at our staff conference where delegates consider what is required during the next 12 months. Delegates comprise the senior management team together with representatives from the staff and the local trade union. Agency policy requirem
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Strategies and policies for the business are developed each year when the current business plan is updated at the annual strategic review. An appropriate set of strategic objectives for the future direction of the company is decided by the Executive Team/ Management Team. These take 
	CHAPTER3 
	Criterion 2Criterion 2 
	3.2 Policy and Strategy 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 


	Sub-criterion 2D: 
	Sub-criterion 2D: 
	Sub-criterion 2D: 
	The Company’s methodology for 
	identifying and managing key 
	strategic programmes in a systematic 

	manner is a tremendous asset. This, coupled with the dedication and team spirit that pervades the organisation, makes it a very successful unit. 
	The Company has an integrated planning and operational management system. Overall strategy is reviewed quarterly by the Board, with periodic (normally annual) externally-facilitated strategy workshops. Key processes and process owners are identified or reviewed and effective measures on how to ensure that key processes are delivering to plan are agreed. 
	Programmes and projects that are classified as critical to delivering strategic objectives are identified in the Annual Quality Plan and Budget, and are reviewed monthly by the Board. Process ownership is allocated to functional managers who are best placed to deliver process goals and objectives through their functional management and communication processes. Top-level measures are included in the Company Balanced Scorecard. 
	In addition to its role in linking strategy and operational plans, the Scorecard is published on the Intranet as a communications tool. Strategy Focus Workshops, available to anyone in the Company with an interest in the basics of strategic management and how it is applied, are an additional channel for strategy communication. The development of a Balanced Scorecard is one of the syndicate exercises used in these workshops. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Policy and strategy are deployed via the following key processes: Service Planning-the development of the department’s Service Plan, including the determination and allocation of resources is undertaken annually through a formal planning process, taking account of County Council and 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our Managing Director developed the first framework of Key Processes when we moved to our new premises in 1994. These were based on the Group framework first used in 1986–7 as part of its Quality in Physical Distribution. Since then we have gradually migrated from the Quality in Phys
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	Policy and strategy are deployed through a framework of key processes. 
	Policy and strategy are deployed through a framework of key processes. 
	Policy and strategy are deployed through a framework of key processes. 
	Areas to address may include: 
	• 
	• 
	• 
	Identifying and designing the framework of key processes needed to deliver the organisation’s policy and strategy; 

	• 
	• 
	Establishing clear ownership of the key processes; 

	• 
	• 
	Defining the key processes including the identification of stakeholders; 

	• 
	• 
	Reviewing the effectiveness of the framework of key processes to deliver policy and strategy. 
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	Criterion 2Criterion 2 
	3.2 Policy and Strategy 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 
	How the organisation implements its mission and vision via a clear stakeholder-focused strategy, supported by relevant policies, plans, objectives, targets and processes. 


	Sub-criterion 2E: 
	Sub-criterion 2E: 
	Sub-criterion 2E: 
	Our Strategic planning and policy 
	deployment process is based on the 
	Japanese concept of hosin kanri, 

	which simply means ‘management of pointing the way’. The Strategic plan and policy are deployed through the organisation via Departmental Policy Plans and into individual objectives at manager, supervisor and engineer levels. Our 5-point plan process supports this deployment as a means of identifying cost reduction or value adding opportunities. 
	These opportunities are translated into specific objectives with identified responsibilities, which are then deployed as individual objectives at engineer and manager level, with supporting ‘sub-objectives’ deployed at supervisor and team leader level. Progress review of these objectives is undertaken weekly accumulating achievements upwards from sub-objectives to objectives to company goal. The process is closely aligned and supported by the Department planning processes, to facilitate the achievement of i
	The organisation has a well structured communication framework which facilitates an effective flow of information up, down and across the organisation and includes external communication to customers, suppliers and to sister organisations who support our manufacturing processes through their sales or support processes. Key communication vehicles include: team briefing for periodic cascades, supervisory briefings by the Manufacturing Director and his team together with consultative forums and team meetings. 
	All Departments display policy, targets and progress within the workplace. The Human Resource Leader, who determine the media, timings and company content as part of the total planning process, undertakes all planning for the communication of policy and strategy. The Manufacturing Director and his team give initial policy briefings to all employees as one of the quarterly senior team presentations to employees. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The implementation of Lotus Notes in 1997 provided a valuable mechanism to enable information relating to policy and strategy to be communicated throughout the Department. It was a key strategic decision to provide access to Lotus Notes to all office-based members of staff, and in 20
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Whilst there is a 5 year Plan in place detailing where the business needs to be/wants to be, the Company utilises a Quality Steering team which meets monthly to detail and review key critical plans and monitor performance. The Company utilise a Road Map based around the European Foun
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	Policy and strategy are communicated and implemented. 
	Policy and strategy are communicated and implemented. 
	Policy and strategy are communicated and implemented. 
	Areas to address may include: 
	• 
	• 
	• 
	Communicating and cascading policy and strategy, as appropriate; 

	• 
	• 
	Using policy and strategy as the basis for planning activities and the setting of objectives and targets throughout the organisation; 

	• 
	• 
	Aligning, prioritising, agreeing and communicating plans, objectives and targets; 

	• 
	• 
	Evaluating the awareness of policy and strategy. 
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	People 
	People 
	People 

	Criterion 3 
	Criterion 3 
	Leaders ensure 
	the organisation has the necessary quality and quantity of staff, and that they are cared for, listened to and recognised, to deliver its policy 
	‘‘ 

	and strategy.
	‘‘ 
	3E Rewarding and caring 1 Leadership 3A HR planning 2 Leadership 2 Policy and Strategy 3D Communicating 3B Setting objectives and developing skills 3C Involving people 4 & 5 Partnerships and Resources, Processes 
	1 & 5 Leadership, Processes 
	Linkages between the sub-criteria and with the other enablers 
	Linkages between the sub-criteria and with the other enablers 
	THE MODEL IN PRACTICE 2 

	Criterion 3Criterion 3 
	3.3 People 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation- wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation- wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 

	Sub-criterion 3A: People resources are planned, managed and improved. 
	Sub-criterion 3A: People resources are planned, managed and improved. 
	Sub-criterion 3A: People resources are planned, managed and improved. 
	Areas to address may include: 
	• 
	• 
	• 
	Developing human resource policies, strategies and plans; 

	• 
	• 
	Involving employees, and their representatives, in developing human resource policies, strategies and plans; 

	• 
	• 
	Aligning the human resource plans with policy and strategy, the organisational structure and the framework of key processes; 

	• 
	• 
	Managing recruitment and career development; 

	• 
	• 
	Ensuring fairness in all terms of employment, including equal opportunities; 

	• 
	• 
	Using people surveys and other forms of employee feedback to improve human resource policies, strategies and plans; 

	• 
	• 
	Using innovative organisation methodologies to improve ways of working, e.g. restructuring the supply chain, matrix working, flexible team working, high performance work teams. 



	THE MODEL IN PRACTICE 2 
	Our people are the main source of 
	Our people are the main source of 
	our overall flexibility and people 
	management is recognised as one of 

	our business critical processes. In the early 90s customer audits and competency expectations began to emphasise the link between the business planning and people development processes, in addition to the direct manufacturing capability provided by IS09000. We realised that, like IS09000, Investors in People (IiP) would become a key standard for suppliers in our industrial sector. As a result of this, during the business planning process of 1992, the Management Team agreed to a policy direction that would a
	Our achievement of IS09000 and ‘Investors’ enabled us to move rapidly to QS9000 certification in 1997. IiP was also an underpinning aspect of our achieving the IS014001 environmental standard certification in November 1998. 
	During the general recession in manufacturing in 1993 the organisation recognised that radical changes were required within its operating structure in order to remain competitive in the rapidly fluctuating economic climate. At its annual planning workshop in 1994 the Senior Management Team developed the Business Transformation approach. This provided the basis for aligning our Human Resource strategy with the policy and process review and change management from 1994 to 2000, covering two of our Challenge pe
	The Business Transformation plan has driven the introduction of many changes and developments in working methodology, aimed at increasing our capability for adaptability, flexibility and responsiveness. These capabilities are essential in meeting the increasing demands of our customers and the marketplace in which we compete. 
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	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation We develop our People Strategy in the context of the Values, national priorities and a range of inputs, for example integrated consultation with all District and Regional Teams, with improvement groups and with Trade Union representatives. The Regional HR Manager presents a draft str
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our Company conducts a comprehensive appraisal system for all staff twice a year. Performance is measured against an expectation skill set for each position, providing staff with visibility of the requirements to achieve promotion. The personal development plan integrates the busines
	CHAPTER3 
	Criterion 3Criterion 3 
	3.3 People 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 


	Sub-criterion 3B: People’s knowledge and competencies are identified, developed and sustained. 
	Sub-criterion 3B: People’s knowledge and competencies are identified, developed and sustained. 
	Sub-criterion 3B: People’s knowledge and competencies are identified, developed and sustained. 
	Areas to address may include: 
	• 
	• 
	• 
	Identifying, classifying and matching people’s knowledge and competencies with the organisation’s needs; 

	• 
	• 
	Developing and using training and development plans to help ensure people match the present and future capability needs of the organisation; 

	• 
	• 
	Designing and promoting individual, team and organisational learning opportunities; 

	• 
	• 
	Developing people through work experience; 

	• 
	• 
	Developing team skills; 

	• 
	• 
	Aligning individual and team objectives with the organisation’s targets; 

	• 
	• 
	Reviewing and updating individual and team objectives; 

	• 
	• 
	Appraising and helping people improve their performance. 



	THE MODEL IN PRACTICE 2 
	To aid motivation individuals are 
	To aid motivation individuals are 
	developed through long-term plans. 
	Business, Personal and Stretch 

	objectives are cascaded from the Board on a yearly basis and monitored through quarterly reviews. Personal Development Plans ensure training and mentoring is utilised to best benefit the individual and the business, and controlled through a training and development budget. 
	We developed the ‘Exceeding Expectations’ improvement programme as a framework to aid teams achieve our and their business goals and better understand our Mission and Values. Teams work through the nine modules designed to promote the value of both our internal and external customers. Ensuring the programme works, we have designed a Mentoring Support Loop allowing team ideas to be visibly encouraged by the Board. The Exceeding Expectations programme has proved to be a success and will shortly be rolled out 
	Feedback is critical so various forums have been created allowing ground-level staff the opportunity to impact upon the workings of the Division. Annually, a group of staff review the Vision, Mission and Values with the Savings Board to ensure all our Stakeholders needs are being addressed this also demonstrates staff involvement and not just management words. 
	Staff development is also monitored through Staff and Customer Perception surveys. Emphasis on these two Stakeholders is achieved through regularly reviewed growth targets. 
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	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our Personal Development Review system is fundamental to the preservation and development of our people’s skills and is an integral part of Human Resource policy. This allows our people to develop personal and management skills by agreeing training requirements on a Personal Developm
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation One area we do excel in is the training element, which has been supported by the company winning a National Investors Peoples Award. The adoption of the Business Excellence Model process has ensured we operate a structured approach to training. The approach is reviewed annually by th
	CHAPTER3 
	Criterion 3Criterion 3 
	3.3 People 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	Team working and ongoing 
	improvement have been core aspects 
	of our culture since the late 1970s. 

	In that period it has developed from gaining commitment to team work as an appropriate way of working, through developing expertise in the use of quality tools for improvement, to its present-day form of (Small Improvement Groups) and (Small Project Groups). Involvement is gained through the employee performance review process which reviews past performance, future objectives, upward feedback on his or her direct leader and the identification of future development needs and 87% of staff participated. 
	Small Improvement Groups play a significant part in gaining involvement of people and promoting taking of responsibility for solving problems. Small Improvement Groups enable individuals or small groups to identify small improvement opportunities (kaizen) and, following agreement with the Department Manager/Supervisor, implementing the improvements. The more substantial improvements are managed via the focus charts discussed. Over 1000 Small Improvement Groups have been recorded each year. Other activities 
	Each year, a plant presentation day is held which involves teams from each Department presenting their themes to the whole of the organisation. The best team receives a small prize, and all team members who participated receive a special group badge, which can only be worn by those individuals who have been involved with a theme completion. Every two years the top team from each of the two preceding years will take part in a special competition, the winners of which visit the Parent Company in Japan, where 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation People can choose which School Improvement Group they wish to join. Senior leaders help in the planning, monitoring and review of the work of the groups. The School Development Committee outlined the methodology for deciding on improvement activities and this is made available to all
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation It is critical to our success that everyone is firstly able to contribute the best of their abilities and secondly feels involved in continuing improving the performance of the business. Indeed our Quality Policy outlines the key role employees place in our pursuit of excellence. The
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 


	Sub-criterion 3C: People are involved and empowered. 
	Sub-criterion 3C: People are involved and empowered. 
	Sub-criterion 3C: People are involved and empowered. 
	Areas to address may include: 
	• 
	• 
	• 
	Encouraging and supporting individual and team participation in improvement activities; 

	• 
	• 
	Encouraging and supporting people’s involvement through in-house conferences and ceremonies; 

	• 
	• 
	Providing opportunities that stimulate involvement and support innovative and creative behaviour; 

	• 
	• 
	Empowering people to take action; 

	• 
	• 
	Encouraging people to work together in teams. 
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	Criterion 3Criterion 3 
	3.3 People 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	Communication is a key part of the 
	success of our business. Identifying 
	communication needs is not just 

	about understanding what people want to know, but is also about determining what they need to know to enable them to perform better. Further it is about understanding what the business needs to know from its people. The information on communication needs is gathered through a variety of approaches including: 
	Performance Appraisal and Career and Personal Development Reviews: Through discussion with line managers associates highlight the supporting information they need to have communicated to them to do their jobs. Equally the line manager establishes the communication they need from their associates. 
	Daily Briefs: The Daily Briefs as well as providing the communication vehicle, also identify the needs with associates deciding on the subjects they wish to discuss. 
	Surveys: Questions within the surveys identify the areas where associates believe they are not getting enough information (or perhaps too much!). 
	Team Meetings: Again agendas are influenced by the needs of the associates. 
	Feedback on Events: The feedback on communication events enables us to identify shortfalls in the communication. 
	Strategic Planning: Where the corporate communication strategies are determined and defined. 
	Marketing Strategy: Where the internal communications regarding new products/services special promotions etc are determined and designed. 
	Executive Teams: Where communication strategies are determined. The range of communication channels is considerable. They include Corporate Communication Vehicles such as: Business Plan and Balanced Scorecard available to all associates. 
	Weekly Bulletin: If any information is to be distributed to all hotels the information is gathered together and sent in a weekly brief. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Communication is an extremely important aspect of any business and the department realises this and as a result has its own Communication manager to ensure that staff are aware of important issues. The department called upon a communications consultant to improve communications withi
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our strategy was developed to give direction and guidance to our people enabling communication vehicles to be tailored to best meet the needs of each of the purposes. A clear aspect of the strategy is to engender a philosophy of constant challenge and review, where individuals are en
	CHAPTER3 

	Sub-criterion 3D: People and the organisation have a dialogue. 
	Sub-criterion 3D: People and the organisation have a dialogue. 
	Sub-criterion 3D: People and the organisation have a dialogue. 
	Areas to address may include: 
	• 
	• 
	• 
	Identifying communication needs; 

	• 
	• 
	Developing communications policies, strategies and plans based on communications needs; 

	• 
	• 
	Developing and using top down, bottom up and horizontal communication channels; 

	• 
	• 
	Sharing best practice and knowledge. 
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	Criterion 3Criterion 3 
	3.3 People 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation manages, develops and releases the knowledge and full potential of its people at an individual, team-based and organisation-wide level, and plans these activities in order to support its policy and strategy and the effective operation of its processes. 
	The organisation has excellent focus 
	on People and People Results. Yearly 
	a ‘People’ survey known as CARE 

	and this year called ‘Our Place to Work’ is conducted. Everyone in the organisation is encouraged to complete the survey, this year it was on-line. 
	The results are reviewed in all the teams, action plans are produced to address key areas and a monthly confidence index is carried out from a random sample of people to check progress. 
	Comprehensive training programmes are implemented when this is seen as a key area to improve and a new reward and recognition scheme was implemented to also address a key area. To ensure issues are raised and actions are taken a ‘whiteboard’ process was implemented. This is just that, a whiteboard is used at every team meeting across the organisation to gather issues and the issues stay on the board until addressed. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The Pupils committee considers pastoral issues, and the committee meets every term. The Committee reviewed and updated, as necessary, policies relating to pastoral issues. The focus of our work was in reviewing the behaviour of our students towards each other, the staff, and the proc
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation We have a number of strategies and policies to support people in our business with regard to how they are rewarded, recognised and cared for. We use a job evaluation system to ensure that roles are sized consistently and fairly, and with uniformity across the company. This allows us 
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 


	Sub-criterion 3E: People are rewarded, recognised and cared for. 
	Sub-criterion 3E: People are rewarded, recognised and cared for. 
	Sub-criterion 3E: People are rewarded, recognised and cared for. 
	Areas to address may include: 
	• 
	• 
	• 
	Aligning remuneration, redeployment, redundancy and other terms of employment with policy and strategy; 

	• 
	• 
	Recognising people in order to sustain their involvement and empowerment; 

	• 
	• 
	Promoting awareness and involvement in health, safety, the environment and issues on social responsibility; 

	• 
	• 
	Setting the levels of benefits, e.g. pension plan, health care, child care; 

	• 
	• 
	Promoting social and cultural activities. 

	• 
	• 
	Providing facilities and services, e.g. flexible hours, transport. 
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	Partnerships and Resources 
	Partnerships and Resources 
	Criterion 4 
	Criterion 4 
	The
	The

	organisation’s internal resources (e.g. assets) and external resources (e.g. suppliers) are managed to ensure its policy and strategy can 
	‘‘ 

	be delivered.
	‘‘ 
	4B Financial Resources 2 Leadership1 & 5 Leadership, Processes 
	4A External Partnerships 2 Policy and Strategy 3E Information and Knowledge 4C Assets 3E Technology 
	1 & 5 Leadership, Processes 5 Processes 
	Linkages between the sub-criteria and with the other enablers 
	Linkages between the sub-criteria and with the other enablers 
	THE MODEL IN PRACTICE 2 

	Criterion 4Criterion 4 
	3.4 Partnerships and Resources 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 

	Sub-criterion 4A: External partnerships are managed. 
	Sub-criterion 4A: External partnerships are managed. 
	Sub-criterion 4A: External partnerships are managed. 
	Our business unit is a smaller unit of 
	a larger group. As such the supply of 
	items into us is dictated by the 

	organisational structure. Nevertheless, we take a degree of control of these partnerships as internal customers. 
	Our policy and strategy drive our approach to supplier relationships. This is realised by working with suppliers to deliver components to required quality and to plan, so reducing total programme lead times and costs. 
	We aim to strengthen our key partnerships through a reduction in the number of relationships. 
	As an operational unit within a group, our closest partners are the Outside Business Units. This partnership is driven by the common Enterprise Resource Planning system, recently installed across the company. Our controllers place orders on to the Outside Business Units in line with the demand through the system. 
	In the product development phase, many of our engineers work closely with their Outside Business Units colleagues to define the tools and equipment needed for the operations unit processes. A review of the issues raised has resulted in “working together” sessions on Design for Assembly for the new projects. 
	Our process improvement teams work with our partners to produce a mutually beneficial solution, 
	e.g. integrated work patterns meant reusable packaging saved warehousing, handling and unpacking time throughout the process. 
	Our supply chain’s largely specified at the outset of any engine project. Both internal supply and special providers have to be integrated into our business supply chain and we work closely with them to ensure compliance with our needs. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation “Partnership” is one of our core values. The quality of our partnerships has been recognised in our being one of only 3 award winners the TNT Modernising Government Partnerships Awards 2000. We have also received 3 nationally recognised Schools Curriculum Awards, the latest to be pre
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation As our business has grown, our approach has been to develop partnership relationships that are mutually beneficial. Our Strategic Plan identifies the kind of partnerships that we seek to create and examples of these can be found throughout the Company. For example, the Company has a 
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 
	Areas to address may include: 
	• 
	• 
	• 
	Identifying key partners and strategic partnership opportunities in line with policy and strategy; 

	• 
	• 
	Structuring partnership relationships to create and maximise value; 

	• 
	• 
	Forming value-adding supply chain partnerships; 

	• 
	• 
	Ensuring cultural compatibility and the sharing of knowledge with partner organisations; 

	• 
	• 
	Supporting mutual development; 

	• 
	• 
	Generating and supporting innovative and creative thinking through the use of partnerships; 

	• 
	• 
	Creating synergy in working together to improve processes and add value to the customer/supplier chain. 
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	Criterion 4Criterion 4 
	3.4 Partnerships and Resources 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 


	Sub-criterion 4B: 
	Sub-criterion 4B: 
	Sub-criterion 4B: 
	In addition to competing for market 
	share, we must also compete for 
	investors to fund future growth. Our 

	ability to attract investors was the subject of a 1996 study using consultants from the financial sector. This resulted in the decision to focus our Strategic Business Units on improving performance based on Earnings Before Interest and Tax, reflecting the profitability of the company in terms of profits generated before interest and tax and Economic Value Added which is a measure of the degree to which the returns generated exceed the cost of financing the assets employed. Our driver tree provides a guide 
	The construction of plans for the allocation of financial resources in support of policy and strategy is an integral part of the Strategic Planning Process. Plans are required for all significant activities carried out within the business. These are consolidated at business level following review and agreement of divisional 
	level plans, and facilitate top level resource and organisational planning; capital investment planning; and overall financial planning. 
	The consolidation of these plans and iterative review and approval provides a mechanism to link the management of financial resources with our financial strategy. The Balanced Scorecard process ensures that the impact of financial decisions on Process, Innovation and Customer Satisfaction is taken into account and decisions are not made solely on the basis of short-term financial goals. The extent to which financial resources are used to support strategy is subject to continuous Situation Appraisal in every
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our financial policies are derived from legislation, the Chartered Institute of Public Finance and Accountancy Best Value Accounting Code of Practice, the County Council’s Financial Regulations and to directly support policy and strategy. The council’s financial regulations are curre
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our financial strategy forms a key part of our strategic planning system and key financial goals are identified and understood by all staff via strategic planning wall charts which are displayed across the entire Company. The Company was formed not only to support individual students
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	Finances are managed. 
	Finances are managed. 
	Finances are managed. 
	Areas to address may include: 
	• 
	• 
	• 
	Using financial resources in support of policy and strategy; 

	• 
	• 
	Developing and implementing financial strategies and processes; 

	• 
	• 
	Evaluating investment in both tangible and non-tangible assets; 

	• 
	• 
	Using financial mechanisms and parameters to ensure an efficient and effective resourcing structure; 

	• 
	• 
	Managing risks to financial resources. 
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	Criterion 4Criterion 4 
	3.4 Partnerships and Resources 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The school maximises the use of all classrooms including specialist rooms such as Information Technology, Science, Music in order to ensure that we deliver our critical process, Teaching and Learning as efficiently and effectively as possible. In support of our enabling process, we o
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation We moved into our current premises in March 1998 as part of a planned expansion. The building is leased and an Estates Management Company has overall responsibility for the external fabric of the building. Internal repairs are managed by this company in line with established procurem
	CHAPTER3 
	We are responsible for the 
	We are responsible for the 
	management of assembly and test 
	facilities. We dedicate an amount per 

	annum to the maintenance and running of these facilities. This amount covers the personnel involved, payments to our partners as well as maintenance materials. 
	Organisational review created Assembly and Test organisations, which facilitated the pooling of experimental and production facilities and equipment. The planning process now utilises the full range of capability within the Group. This includes our workforce, which is trained and utilised for development and production activities. 
	The overall utilisation of the facilities is reviewed at quarterly intervals within the financial review, based on the longer-range plans of our customers. This review considers all the facilities available, including those at other sites as well as at our partner companies in Japan and Spain. Other factors are also included in this review such as the impact of the testing schedules on the local community. Action is taken where opportunities can be identified to improve utilisation, fully recognising issues
	Assets in use in the unit are either owned by the ‘landlord’ or by the unit directly. Where these are directly owned they are assigned to a department for depreciation charges. Many of these assets are of high value and to achieve efficient use of this investment they are operated up to 24 hours a day. The owning department is responsible for the maintenance of the asset. 
	The company has the responsibility for maintaining buildings and providing architectural and planning services. Maintenance levels applied to buildings are linked to their role in the site plan and their planned life. 
	Sub-criterion 4C: Buildings, equipment and materials are managed. 
	Sub-criterion 4C: Buildings, equipment and materials are managed. 


	Areas to address may include: 
	Areas to address may include: 
	Areas to address may include: 
	• 
	• 
	• 
	Utilising assets in support of policy and strategy; 

	• 
	• 
	Managing the maintenance and utilisation of assets to improve total asset life cycle performance; 

	• 
	• 
	Managing the security of assets; 

	• 
	• 
	Measuring and managing any adverse effects of the organisation’s assets on the community and employees (including health and safety); 

	• 
	• 
	Optimising material inventories; 

	• 
	• 
	Optimising consumption of utilities; 

	• 
	• 
	Reducing and recycling waste; 

	• 
	• 
	Conserving global non-renewable resources; 

	• 
	• 
	Reducing any adverse global impact of products and services. 
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	Criterion 4Criterion 4 
	3.4 Partnerships and Resources 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 


	Sub-criterion 4D: Technology is managed. 
	Sub-criterion 4D: Technology is managed. 
	Sub-criterion 4D: Technology is managed. 
	Our business strategy and review has 
	a considerable focus on technology 
	and Information Systems, as these 

	play significant roles in how we supply services to and communicate with our customers. 
	We identify our technology needs through the business planning process and work with our technology partners and IT system providers to exploit technology to best advantage, to improve our processes and meet our business objectives. 
	We have a dedicated team IT team who develop our IT strategy. This team, who is managed by a member of our executive team, reviews our hardware and software needs with our partner service provider to provide systems that meet our business and stakeholders needs. 
	We assess our information resources to provide balance and to meet our aim of providing value for money. All our people who require them have computer terminals with access to all relevant databases, intranet sites and the internet. 
	We have a mobile phone policy that categorises users into ‘Essential User’ or ‘Frequent User’ with suitable call tariffs to match needs. As part of our future strategic needs we have an internet site and each of our business units have their own sites. These sites are linked together to allow ease of movement by our viewers and customers from one site to another. 
	We have a team of 5 people, headed by a manager, who identify and co-ordinate alternative and emerging technologies and new products that support our strategies and future development of our Networks. This ‘Technical Development’ team interface with business units and technical managers across the company to ensure purpose and meaning to such. The team identifies suitable new technologies and products through a range of media. From information gleaned, proposed new technologies are tested against our busine
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Responsibility for our Information Technology strategy is taken at a national level. A review of our approach to Information Technology support in 1996 led to us contracting with EDS to manage our technology portfolio. Our Information Technology partner is responsible for providing I
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The two main areas where technology is used are business Information Technology and manufacturing equipment. The management of existing manufacturing equipment technology is the responsibility of the manager having that equipment in his work area. They can call on other experts, inte
	CHAPTER3 
	Areas to address may include: 
	Areas to address may include: 
	• 
	• 
	• 
	Identifying and evaluating alternative and emerging technologies in the light of policy and strategy, and their impact on the organisation and society; 

	• 
	• 
	Managing the technology portfolio; 

	• 
	• 
	Exploiting existing technology; 

	• 
	• 
	Innovating technology; 

	• 
	• 
	Harnessing technology to support improvement; 

	• 
	• 
	Identifying and replacing ‘old’ technologies. 
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	Criterion 4Criterion 4 
	3.4 Partnerships and Resources 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 
	How the organisation plans and manages its external partnerships and internal resources in order to support its policy and strategy and the effective operation of its processes. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The efficient management of information is core to our organisation particularly since we are located over a number of sites. Critical to this are our corporate IT systems. All relevant staff have access to our key housing management and maintenance systems from all our offices. We o
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation All production processes on the factory floor are structure around Quality Standard ISO9002. The Standard Operating Procedures of the Quality Manual are displayed beside each machine and cover Activity, Location, Equipment, Responsibility, Safety, Special Tools and Equipment, Quality
	CHAPTER3 
	Our approach is for every employee 
	Our approach is for every employee 
	to have access to all systems that are 
	required for them to fulfil their roles 

	effectively. Information codified within our systems can be delivered to any computer running within the system environment. The ratio of personal PCs to employees is very close to 1:1, the small number of manufacturing employees who do not have a personal PC use shared terminals in communal areas. Access is provided according to each users profile following a short login procedure. As the system maintains the information within the network itself, users can log onto any PC within the environment and access
	The effective use of knowledge within the organisation is underpinned by its approach of integrating knowledge repositories, and providing widespread access through simple systems interfaces. We employ an extensive range of information acquisition channels all aimed at increasing the amount of useful information available to its employees. Information from these sources is codified and store on our Intranet. Information channels are subject to continual Situation Appraisal as is the effective use that this 
	Measurement of our approach in this area is provided by feedback from the Employee Opinion Survey. 
	Results show a high level of performance in ensuring that employees have access to the information. Innovative use of Intranet and Internet technologies underpins our approach to making information and knowledge resources accessible for use in the creative thinking process. 

	Sub-criterion 4E: Information and knowledge are managed. 
	Sub-criterion 4E: Information and knowledge are managed. 
	Sub-criterion 4E: Information and knowledge are managed. 
	Areas to address may include: 
	• 
	• 
	• 
	Collecting, structuring and managing information and knowledge in support of policy and strategy; 

	• 
	• 
	Providing appropriate access, for both internal and external users, to relevant information and knowledge; 

	• 
	• 
	Assuring and improving information validity, integrity and security; 

	• 
	• 
	Cultivating, developing and protecting unique intellectual property to maximise customer value; 

	• 
	• 
	Seeking to acquire, increase and use knowledge effectively; 

	• 
	• 
	Generating innovative and creative thinking within the organisation through the use of relevant information and knowledge resources. 
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	Processes 
	Processes 
	Criterion 5 
	Criterion 5 
	The
	The

	organisation has key processes, which are reviewed and improved, to ensure the policy and strategy can be delivered for the benefit of all 
	‘‘ 

	stakeholders.
	‘‘ 
	5A Defining and managing processes 1,2 & 5 Leadership, Policy and Strategy, Partnerships and Resources 5B Improving processes 3 People 5C Designing products and services 5D Delivering products and services 5E Managing the customer interface 4 Partnerships and Resources 4 Partnerships and Resources 4 Partnerships and Resources 
	Linkages between the sub-criteria and with the other enablers 
	Linkages between the sub-criteria and with the other enablers 
	THE MODEL IN PRACTICE 2 

	Criterion 5Criterion 5 
	3.5 Processes 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our approach to process management requires that all our Critical Processes and Sub Processes have appropriate performance measurements, targets and owners in place. We use Quality Improvement Measures to systematically manage our processes. Our Quality Improvement Measure approach i
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The use of over 300 flowcharts is the key method for controlling processes. All processes are in a flow chart form in the ISO 9001 “manual” which is stored electronically on the computer network to allow easy access for all. The ISO 9001 system is integral to the success of the Total
	CHAPTER3 
	Process management and design 
	Process management and design 
	requires a clear understanding of our 
	business aims and what we must 

	deliver to our customers and other stakeholders. To achieve these objectives the then Senior Management Team, in a series of workshops during the last quarter of 1999, identified the value factors that we provide to our customers and the basic value chain needed to deliver them competitively. 
	The latest review and revision of key processes was undertaken during the strategic ‘Challenge’ process for 2003, using the feedback from the 1999 UK Quality Award process. This generated a stronger focus on the linkages of the key processes to their core sub-processes through comparison with the value chain and the key deliverables. For the first time, process and functional ownership were agreed. Owning managers became fully accountable to the Manufacturing Director for process performance. Individual pol
	These measures are reviewed and targeted for improvement annually as part of the problem and countermeasure review and incorporated into the annual policy plan. Manufacturing, supplier and customer related measures are set annually by the Quality Manager using an in-company formula based on challenging a minimum 5% improvement on the previous year’s performance to drive improvement. In this sense, operational targets are driven by individual and team performance. Indirect process targets are set through con
	Sub-criterion 5A: Processes are systematically designed and managed. 
	Sub-criterion 5A: Processes are systematically designed and managed. 
	Sub-criterion 5A: Processes are systematically designed and managed. 
	Areas to address may include: 
	• 
	• 
	• 
	Designing the organisation’s processes, including those key processes needed to deliver policy and strategy; 

	• 
	• 
	Establishing the process management system to be used; 

	• 
	• 
	• 
	Applying systems standards covering, 

	e.g. quality systems such as ISO 9000, environmental systems, occupational health and safety systems in process management; 

	• 
	• 
	Implementing process measures and setting performance targets; 

	• 
	• 
	Resolving interface issues inside the organisation and with external partners for the effective management of endto-end processes. 
	-
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	Criterion 5Criterion 5 
	3.5 Processes 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 


	Sub-criterion 5B: Processes are improved, as needed, using innovation in order to fully satisfy and generate increasing value for customers and other stakeholders. 
	Sub-criterion 5B: Processes are improved, as needed, using innovation in order to fully satisfy and generate increasing value for customers and other stakeholders. 
	Sub-criterion 5B: Processes are improved, as needed, using innovation in order to fully satisfy and generate increasing value for customers and other stakeholders. 
	Areas to address may include: 
	• 
	• 
	• 
	Identifying and prioritising opportunities for improvement, and other changes, both incremental and breakthrough; 

	• 
	• 
	Using performance and perception results and information from learning activities to set priorities and targets for improvement and improved methods of operation; 

	• 
	• 
	Stimulating and bringing to bear the creative and innovative talents of employees, customers and partners in incremental and break through improvements; 

	• 
	• 
	Discovering and using new process designs, operating philosophies and enabling technology; 

	• 
	• 
	Establishing appropriate methods for implementing change; 

	• 
	• 
	Piloting and controlling the implementation of new or changed processes; 

	• 
	• 
	Communicating process changes to all appropriate stakeholders; 

	• 
	• 
	Ensuring people are trained to operate new or changed processes prior to implementation; 

	• 
	• 
	Ensuring process changes achieve predicted results. 



	THE MODEL IN PRACTICE 2 
	Employees from all levels are 
	Employees from all levels are 
	encouraged to improve and support 
	their own and others’ performance. 

	One of the mediums through which this is possible is the Opportunities For Improvement system. Some opportunities for improvement result in the formation of a process group to assess and recommend/implement a solution. Usually, a process group is made up of staff from different departments. 
	It always has a designated group leader and roles within the group are allocated as necessary depending on the needs of the group. Three examples of process improvement groups are, canteen improvement group, duty free goods-in group and export workflow improvement group. The results, which are agreed in the process group, are measured, where possible, using targets against budgets and monthly Key Process Indicators. The Opportunity For Improvement system is a powerful way in which all staff can suggest chan
	Through performance management and the monthly monitoring of actual results against target, the Central Management Team, Depot Managers or staff, via line managers, can propose that a workshop is required. One example of this is a workshop held in October 2000 as a result of the People and Customer surveys. The Operations Manager and the Depot Manager selected attendees for the workshop. They were from all departments to give as wide a range of view as possible and to draw on different expertise. As a resul
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	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation A small team incorporating external facilitators and Agency staff was established to undertake a major process review. The team systematically worked through a structured workshop approach with staff throughout the organisation. The essence of the review findings were a series of spe
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation At the Strategic Review each January all key processes are reviewed for effectiveness by the Executive Team/Management Team. This identifies achievements already made and identifies weaknesses that will provide opportunities for improvements. The Executive Team/Management Team use a 
	CHAPTER3 
	Criterion 5Criterion 5 
	3.5 Processes 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The most important part of our business is tenant involvement. Put simply, tenant involvement means giving tenants control over all decisions that affect the way their homes are managed. In 1999 the Housing Corporation gave the Housing Trust an innovation and good practice grant of £
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Various feedback mechanisms are employed to ensure that we are alert to any change in customer perceptions. There are strong process elements involved in important customer based activities such as complaints and in ordering procedures and product queries. Staff are constantly remind
	CHAPTER3 
	We have a formal product 
	We have a formal product 
	development and review process 
	linked in to our annual planning 

	process and based on extensive customer research. There is continuous review of customer views and opinions by means of formal, informal, direct and indirect research. This evidence, together with other information on business environment, political, economic and environmental developments is used by product development teams to design new products and assess existing product performance. 
	People are encouraged to recognise the benefits of treating colleagues and other departments as their customer and applying the same processes to deliver satisfaction that is applied to external customers. The approach is about basing business decisions upon customer’s needs to achieve targeted objectives. 
	We use research programmes, customer visits and focus groups to identify customer needs and encourage suggestions for future developments and tracking, service standards and competitor monitoring. Research findings have also contributed to the formulation of policy including a move to instalment payments, discount schemes, re-scoping, colour advertising and new products such as new Business Page Directories. 
	New research studies include reviews of multi-product purchase customers, a review of the Financial Services market and testing of options on pricing packages. 
	Links to Fundamental Concepts 

	Sub-criterion 5C: Products and services are designed and developed based on customer needs and expectations. 
	Sub-criterion 5C: Products and services are designed and developed based on customer needs and expectations. 
	Sub-criterion 5C: Products and services are designed and developed based on customer needs and expectations. 
	Areas to address may include: 
	• 
	• 
	• 
	Using market research, customer surveys and other forms of feedback to determine customer needs and expectations for products and services both now and in the future, and their perceptions of existing  products and services; 

	• 
	• 
	Anticipating and identifying improvements aimed at enhancing products and services in line with customers’ future needs and expectations; 

	• 
	• 
	Designing and developing new products and services to address the needs and expectations of customers; 

	• 
	• 
	Using creativity and innovation to develop competitive products and services; 

	• 
	• 
	enerating new products with partners. 
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	Criterion 5Criterion 5 
	3.5 Processes 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Values of professionalism and customer focus. This is supported by the use of class management files (Red and Blue files). These promote individual reflection on practice which are subsequently reviewed by the Head or Deputy twice a term. They are discussed as part of the Staff Devel
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Products and services are produced, delivered and serviced by: Communicating, marketing and selling services to existing and potential customers; delivering quality services to customers. The College is on the cutting edge developing curriculum within the vocational area with its dev
	CHAPTER3 
	The physical way in which we 
	The physical way in which we 
	communicate our products and 
	services to customers is at the 

	forefront of technology. We use the latest presentational software packages which even allow us to include full video clips of adverts to be shown on a laptop or via an LCD projector, all of which has made us more efficient and builds a professional image. 
	Following a review of our operating processes with design agencies, to speed our ability to approve (or reject) designs from agencies, we have developed a system whereby electronic ‘Post-it’ notes can be attached to a design on-screen which is then returned to the agency without having to be printed. This will reduce the time to produce final visuals of new products and packaging/ Point of Sale material. 
	Following the introduction and a review of our ERP application it was identified that we were unable at the time to support a stock allocation system. This meant that when a product was selling faster than expected and using higher volume than forecast for one account, stock for other accounts was being used to fulfil orders. As we produce stock to forecast this would lead to us running low or out of stock, being unable to deliver to other accounts. The ERP application has now been developed to able to allo
	Other new processes from these reviews include: capped volume, which sets the upper limits of volume for a customer for a promotional pack and Agreed Buy In Dates which sets the precise timings for customers talking stock. This ensures a smooth flow from the production stage through to delivery. Looking further ahead, the changing retailing market place will impact us at every level. 24 hour lead times, seven days operations and co-managed ordering and inventories are just some of the many things altering o

	Sub-criterion 5D: Products and services are produced, delivered and serviced. 
	Sub-criterion 5D: Products and services are produced, delivered and serviced. 
	Sub-criterion 5D: Products and services are produced, delivered and serviced. 
	Areas to address may include: 
	• 
	• 
	• 
	Producing or acquiring products and services in line with designs and developments; 

	• 
	• 
	Communicating, marketing and selling products and services to existing and potential customers; 

	• 
	• 
	Delivering products and services to customers; 

	• 
	• 
	Servicing products and services, where appropriate. 
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	Criterion 5Criterion 5 
	3.5 Processes 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 
	How the organisation designs, manages and improves its processes in order to support its policy and strategy and fully satisfy, and generate increasing value for, its customers and other stakeholders. 


	Sub-criterion 5E: Customer relationships are managed and enhanced. 
	Sub-criterion 5E: Customer relationships are managed and enhanced. 
	Sub-criterion 5E: Customer relationships are managed and enhanced. 
	Areas to address may include: 
	• 
	• 
	• 
	Determining and meeting customers’ day-to-day contact requirements; 

	• 
	• 
	Handling feedback received from dayto-day contacts including complaints; 
	-


	• 
	• 
	Proactive involvement with customers to discuss and address their needs, expectations and concerns; 

	• 
	• 
	Following up on sales, servicing and other contacts to determine levels of satisfaction with products, services and other customer sales and servicing processes; 

	• 
	• 
	Seeking to maintain creativity and innovation in the customer sales and servicing relationship; 

	• 
	• 
	Using regular surveys, other forms of structured data gathering and data gathered during day-to-day customer contacts in order to determine and enhance customer relationship satisfaction levels. 



	THE MODEL IN PRACTICE 2 
	There are strong process elements 
	There are strong process elements 
	involved in important customer 
	based activities such as complaints 

	and in ordering procedures and product queries. 
	The contract and marketing database has been carefully and methodically improved and, with a good deal of input from many sources, brought up to date. 
	All operating companies undertake market research at least once a year in advance of and integrated with the business planning process. This assists in identifying and qualifying the care requirements of customers and consumers. The research must ascertain the importance to the customer of the care criteria. Action plans are compiled based on the findings. 
	All operating companies monitor and report customer/ client satisfaction at least once a year. The survey must measure the level of satisfaction achieved for various specific criteria. At unit level, each unit will use either suggestion box/book or customer comment cards to monitor feedback. Any complaints are documented and action plans compiled based on trends. Every attempt is made to speak to customers, both direct and further along the supply chain, to ascertain their requirements for new developments 
	The sales force is briefed to ask relevant questions about products and services and feed this information back. 
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	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Through tenant involvement, the relationship between client and customer is improved. Tenants are both clients and customers and are involved at all levels of the business. The ways in which tenants can be directly involved has been developed to be as flexible as possible. This gives
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Since its inception, the trust has sought to develop a careers management process and a comprehensive support infrastructure designed to meet the needs of a unique client base: serving and former members of the Royal Ulster Constabulary and the Royal Ulster Constabulary Full Time Res
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	Customer Results 
	Customer Results 
	Criterion 6 
	Criterion 6 
	The
	The

	organisation’s achievements with respect to its customers, based on their opinions and the organisation’s 
	‘‘ 

	measures.
	measures.

	‘‘ 
	1C Leaders’ involvement with customers 1 Leadership 5 Processes 4 Partnerships and Resources 2 Policy and Strategy 3 People 2A Establishing customers’ needs and expectations 2C Balancing customers’ needs and expectations 3B People have the skills and competencies to deal with customers 3C People’s involvement with customers 4A Good supplier/partner relationships to satisfy customers 5B Improving processes to satisfy customers 5C Product and service development 5D Product and service delivery 5E Customer rel
	Linkages with the enablers 
	Linkages with the enablers 
	THE MODEL IN PRACTICE 2 

	Criterion 6Criterion 6 
	3.6 Customer Results 
	What the organisation is achieving in relation to its external customers. 
	What the organisation is achieving in relation to its external customers. 

	Our commitment and dedication to 
	Our commitment and dedication to 
	customer satisfaction is not only 
	reflected in the Division’s objectives, 

	but in the results of the customer satisfaction surveys. Performance is measured against these results on an ongoing basis and stratagem adopted to improve the perception of our customers. We are looking for year on year improvements in all areas, and target specific areas of concerns e.g. Customer Satisfaction Survey 2001, Teleorder identified accuracy levels, stock availability, and making customers feel valued. A brainstorming session subsequently came up with an action plan for improving customer percep
	We also measure customer satisfaction through our customer loyalty and willingness to expand the scope of our business dealing. Over the time we have been dealing with our client organisation the majority of units think the service offered has improved. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our Customer First Strategy was launched in 1996 and is being reviewed. The current survey is used to gather customer perceptions of the services we provide and includes a section asking customers if these aspects of service are still relevant and important. Feedback is then fed into
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation In 1996 Priority Search carried out a sample survey of our tenants. Respondents were asked to select the top ten services or facilities that they regarded as the most important. Repairs are clearly the most important cited by 80% of respondents, followed by security improvements and 
	CHAPTER3 
	THE MODEL IN PRACTICE 2 
	THE MODEL IN PRACTICE 2 

	Sub-criterion 6A: Perception measures. 
	Sub-criterion 6A: Perception measures. 
	Sub-criterion 6A: Perception measures. 
	Areas to address may include: 
	• 
	• 
	• 
	Overall image-accessibility, communication, flexibility, proactive behaviour, responsiveness; 

	• 
	• 
	Products and services-quality, value, reliability, design innovation, delivery, environmental profile; 

	• 
	• 
	Sales and after-sales support-capabilities and behaviour of employees, advice and support, customer literature and technical documentation, handling complaints, product training, response time, technical support, warranty and guarantee provisions; 

	• 
	• 
	Loyalty-intention to repurchase, willingness to purchase other products and services from the organisation, willingness to recommend the organisation. 
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	Criterion 6Criterion 6 
	3.6 Customer Results 
	What the organisation is achieving in relation to its external customers. 
	What the organisation is achieving in relation to its external customers. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our performance indicators for customer satisfaction are based on the standards of the customer service Guarantee. The measures in the guarantee were devised as part of the housing, services review in 1995. This year we have consulted with tenants to update and improve the measures t
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation OFSTED, in March 1994, found that “This is a good college. As a result of high motivation and sound teaching, the standards achieved by the students are good or better.” In November 1997 OFSTED stated, the College is providing a very good education with some excellent features. As we
	We have a range of measures we use to predict the level of satisfaction of our customers. The core ones are: 
	We have a range of measures we use to predict the level of satisfaction of our customers. The core ones are: 

	Yield Premium: Whilst a financial business result, this figure is seen across the industry as a key measure of the satisfaction of customers. 
	Complaints and Compliments: Whilst all the establishments own and manage their complaints and compliments themselves, we also consider trends centrally to identify corporate issues based on complaints received. We measure both the absolute number of complaints as well as the ratio between rooms sold and complaints. The results show that the crucial figure of complaints is coming down. We are still in the process of establishing the culture of tracking and sharing the compliments beyond the hotel associates.
	Sales: Clearly sales figures are an indicator of customer satisfaction. Our sales figures show an improving year on year performance. 
	Market Share: Market share in the hotel business is measured in number of rooms available and can be increased whether customers are satisfied with the hotel’s performance or not. For this reason we do not perceive this to be a predicator of customer satisfaction. We do however consider “brand market share” to be important. This is based on customer recall of brands used in the last year and is tracked independently. Our current position is 5.7%, which compares favourably with our competition. 
	Membership: Membership numbers for our golf and leisure clubs are clearly a predictor of customer loyalty. Our total membership has grown year on year for both leisure and golf despite the increasing competition across the market. 
	CHAPTER3 

	Sub-criterion 6B: Performance indicators. 
	Sub-criterion 6B: Performance indicators. 
	Sub-criterion 6B: Performance indicators. 
	Areas to address may include: 
	• 
	• 
	• 
	Overall image-number of customer accolades and nominations for awards, press coverage; 

	• 
	• 
	Products and services-competitiveness, defect, error and rejection rates, guarantee provisions and warranty provisions, complaints, logistic indicators, product life cycle, innovation in design, time to market; 

	• 
	• 
	Sales and after-sales support-demand for training, handling of complaints, response rates; 

	• 
	• 
	Loyalty-duration of relationship, effective recommendations, frequency/value of orders, lifetime value, number of complaints and compliments, new and/or lost business, customer retention. 
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	People Results 
	People Results 
	Criterion 7 
	Criterion 7 
	The
	The

	organisation’s achievements with respect to its employees, based on their opinions and the organisation’s 
	‘‘ 

	measures. 
	measures. 

	‘‘ 
	1D Leaders’ involvement with people 1 Leadership 5 Processes 4 Partnerships and Resources 2 Policy and Strategy 3 People 2A Establishing people’s needs and expectations 2C Balancing people’s needs and expectations 2E Communicating policy and strategy 3A Planning and managing people 3B Identifying, developing and sustaining people skills 3D Organisational communications with people 3E Rewarding, recognising and caring 4E Ensuring people have access to the information and knowledge needed to do their job 5B S
	Linkages with the enablers 
	Linkages with the enablers 

	Criterion 7Criterion 7 
	3.7 People Results 
	What the organisation is achieving in relation to its people. 
	What the organisation is achieving in relation to its people. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation From 1987 to 1994 we measured people satisfaction through a series of attitude surveys, annual focus group meetings and road shows. In 1994 we adopted the EFQM Excellence Model as our main driver for achieving business excellence and since then we have carried out annual surveys to c
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation In 1996, we conducted a staff survey within the Housing Services department (120 staff), and in 1998 piloted a staff survey using a different technique on 25% of staff. Although we were gathering some information, we knew that this was an area we needed to improve on. In March 1999, 
	We recognise the importance of our 
	We recognise the importance of our 
	people in delivering the level of 
	service that will keep our Guests 

	satisfied and generate the loyalty that will enable us to achieve the financial performance expected by our operational stakeholder. This belief is embedded in our Vision. 
	To enable us to formally track the satisfaction and motivation of our associate we use two key surveys, the Associate Opinion Survey and the Views survey. The Associate Opinion Survey provides detailed information on the levels of satisfaction of associates. It has been developed based on the important issues identified through focus groups with associates and is reviewed annually on the basis of these inputs. The survey consists of over 50 questions covering a wide range of issues including: 
	• 
	• 
	• 
	senior management performance 

	• 
	• 
	the job and tools for the job 

	• 
	• 
	pay and conditions 

	• 
	• 
	• 
	fairness of policies 

	• opportunity for advancement 

	• 
	• 
	training and induction 

	• 
	• 
	dealing with customers 

	• 
	• 
	cross-functional working. 


	As part of our balanced scorecard we have set increasingly stretching targets for these two questions. In 1997 we were trying to achieve a 79% satisfaction level overall this rose to 81% in 1998, 82% in 1999 and is targeted at 84% in 2000 and 85% in 2001. The above results show we have achieved close to or above target levels every year. In addition to these targets the units will focus themselves on particular questions, which are relevant to their own circumstances and prepare targets for these measures. 
	CHAPTER3 
	Sub-criterion 7A: Perception measures. 
	Sub-criterion 7A: Perception measures. 
	Sub-criterion 7A: Perception measures. 
	Areas to address may include: 
	• 
	• 
	• 
	Motivation-career development, communication, empowerment, equal opportunities, involvement, leadership, opportunity to learn and achieve, recognition, target setting and appraisal, the organisation’s values, vision, mission, policy and strategy, training and development; 

	• 
	• 
	Satisfaction-organisation’s administration, employment conditions, facilities and services, health and safety conditions, job security, pay and benefits, peer relationships, the management of change, the organisation’s  environmental policy and impact, the organisation’s role in the community and society, working environment. 
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	Criterion 7Criterion 7 
	3.7 People Results 
	What the organisation is achieving in relation to its people. 
	What the organisation is achieving in relation to its people. 

	Given the importance we place on 
	Given the importance we place on 
	our staff, we recognise the need to 
	be able to manage associate 

	satisfaction and motivation based on information that can be captured more frequently than the “perception measures”. In the Hotel and Leisure industry the primary predictor of the satisfaction and motivation of staff is your ability to keep staff. Average turnover in the industry is currently running at between 70% and 80%. The best of our competitors have turnover rates in excess of 50%. This is such an important measure that it constitutes one of our “top line” measures in our balanced scorecard. Our res
	Response rates on the survey have risen from 80% to 85% to 86% year on year. Given this is a voluntary survey the extremely high response rate clearly demonstrates a commitment. Our commitment to our staff includes helping them to develop their careers therefore we set a target to fill 75% of vacancies through internal appointment. This target was achieved. 
	The desire of our people to get involved in the business is demonstrated through the success of the ‘Tell Alan’ process. We have received 703 suggestions in the last year, 47% of these are either addressed or in the process of implementation or under review. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our response rate for the National Survey consistently exceeds the national rate. Our Regional Survey was a 100% census with 67% responding. Equal Opportunities: We perform well against the national average for employing women in management grades, particularly at the most senior lev
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The Investors in People Award was granted in February 1995, reassessed in 1998 and 2001 to reflect the changed indicators. The Investor in People standard demands that all staff be aware of the College goals and how training and development will be geared to help them achieve their o
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	Sub-criterion 7B: Performance indicators. 
	Sub-criterion 7B: Performance indicators. 
	Sub-criterion 7B: Performance indicators. 
	Areas to address may include: 
	• 
	• 
	• 
	Achievements-competency requirements versus competencies available, productivity, success rates of training and development to meet objectives; 

	• 
	• 
	Motivation and involvement-involvement in improvement teams, involvement in suggestion schemes, levels of training and development, measurable benefits of teamwork, recognition of individuals and teams, response rates to people surveys; 

	• 
	• 
	Satisfaction-absenteeism and sickness levels, accident levels, grievances, recruitment trends, staff turnover, strikes, use of benefits, use of organisation provided facilities, (e.g. recreational, crèche); 

	• 
	• 
	Services provided to the organisation’s people-accuracy of personnel administration, communication effectiveness, speed of response to enquiries, training evaluation. 
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	Society Results 
	Criterion 8 
	Criterion 8 
	The
	The

	organisation’s achievements with respect to society and the local community, based on their opinions and the organisation’s 
	‘‘ 

	measures.
	measures.

	‘‘ 
	1C Leaders’ involvement with customers/partners and representatives of society 1 Leadership 5 Processes 4 Partnerships and Resources 2 Policy and Strategy 3 People 2A Establishing society’s needs and expectations 2C Balancing society’s needs and expectations 2E Communicating policy and strategy 3E Promoting awareness in health, safety and the environment 4E Managing partnership relationships with representatives of society and the community 5A Resolving interface issues outside the organisation 8 Society Re
	Linkages with the enablers 
	Linkages with the enablers 

	Criterion 8Criterion 8 
	3.8 Society Results 
	What the organisation is achieving in relation to local, national and international society as appropriate. 
	What the organisation is achieving in relation to local, national and international society as appropriate. 

	We strive to live our value ‘Social 
	We strive to live our value ‘Social 
	Responsibility’ by our commitment 
	to corporate social responsibility 

	which is driven by our key strategic themes: 
	• 
	• 
	• 
	Learning 

	• 
	• 
	Equality 

	• 
	• 
	Enterprise 

	• 
	• 
	Environment. 


	These themes have been carefully identified with our community partners and have been recognised by Business in the Community as relevant and critical to the development of society in Northern Ireland. 
	To ascertain society’s perceptions of our community programmes and to assist in the development and review of our community policy and strategy, we have, for the past three years, conducted a survey. Our target audience includes the business sector, community, education, elected representatives and voluntary organisations. 
	Awareness of our involvement and commitment has increased year on year over the last three years. 
	The extent to which support is given by us ‘has met/ exceeded expectations’ and has helped raise community profile. The proportion of those who feel that our support ‘far exceeded expectations’ has doubled in the last year. 
	In comparison to the companies most approached for community support, this year’s survey shows that 79% considered our company to be similar or much better than the benchmark company identified by the research group as the most popular company for sponsorship. 
	We were awarded the business in the community special award for social responsibility at the 2001 quality awards gala ceremony. This was the first year of the special award, which was presented to recognise outstanding commitment to community investment and social responsibility. 
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Although the school has not conducted a formal survey to establish society’s perceptions of the school – not easy when we serve a population of 600,000 – relationships between the school and its neighbourhood are very good and the school is highly regarded by the community in which i
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation We are a small company with an industrial estate on one side and two houses bordered by farmland on the other side. The company is aware of how it may impact on the local community and takes steps to ensure that it does not impact in any adverse way. The company is an equal opportuni
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	Sub-criterion 8A: Perception measures. 
	Sub-criterion 8A: Perception measures. 
	Sub-criterion 8A: Perception measures. 
	Areas to address may include: 
	• 
	• 
	• 
	Performance as a responsible citizen-disclosures of information relevant to the community, equal opportunities practices, impact on local and national economies, relationships with relevant authorities, ethical behaviour; 

	• 
	• 
	Involvement in the communities where it operates-involvement in education and training, support for medical and welfare provision, support for sport and leisure, voluntary work and philanthropy; 

	• 
	• 
	Activities to reduce and prevent nuisance and harm from its operations and/or throughout the life cycle of its products-health risks and accidents, noise and odour, hazards (safety), pollution and toxic emission; 

	• 
	• 
	Reporting on activities to assist in the preservation and sustainability of resources-choice of transport, ecological impact, reduction and elimination waste and packaging, substitution of raw materials or other inputs, usage of utilities, e.g. gases, water, electricity, new and recycled materials. 
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	Criterion 8Criterion 8 
	3.8 Society Results 
	What the organisation is achieving in relation to local, national and international society as appropriate. 
	What the organisation is achieving in relation to local, national and international society as appropriate. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The school contributes to society and the environment in five key ways: its support for charitable and community causes by increasing access to and links with the community to help to break down perceptual barriers between able bodied and handicapped members of society, by its increa
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation To demonstrate our commitment to the Government’s New Deal programme, we have formed a partnership between ourselves, Croxteth Community Trust known as the 580 Partnership and Liverpool Hope University. The scheme is to bring empty homes back into use and has provided a wage and trai
	A total of 27 measures have been 
	A total of 27 measures have been 
	defined covering all aspects of the 
	scope of the society measures. These 

	include a four-year trend showing how the organisation has increased its worldwide community investment from 36 million Euros to over 47 million Euros, a consistent decrease in the level of waste for disposal with the current results being close to target, and an increase in the number and level of investment in water stewardship projects. 
	The effect of changes on the local community is measured through monitoring the number of jobs transferred during re-structuring programmes. Given the history of a male dominated industry, the number of females in senior positions provides an indication of the effectiveness of the equal opportunities policies. Our top 300 managers are drawn from 33 countries, a growing proportion (21%) are women-up almost 100% since 1992. 
	In the Philippines we are working in a multi-sector partnership to rehabilitate Manila’s polluted river while in China initiatives include planting half a million trees. In Greece our factory recycles its hot water to heat the local school. 
	Our commitment to sustainability was recognised with our inclusion as an industry group leader in the food products sector of the Dow Jones Sustainability Group Indexes. 
	In addition to the measures that have improving trends, targets and external comparisons, a number are tracked that indicate society’s satisfaction with the organisation. These include positive press coverage and the number of internal environmental award that are given. 
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	Sub-criterion 8B: Performance indicators. 
	Sub-criterion 8B: Performance indicators. 
	Sub-criterion 8B: Performance indicators. 
	Areas to address may include: 
	• 
	• 
	• 
	Those listed under sub-criterion 8a; 

	• 
	• 
	Handling changes in employment levels; 

	• 
	• 
	Press coverage; 

	• 
	• 
	Dealings with authorities on issues such as-certification, clearances, import/export, planning, product release; 

	• 
	• 
	Accolades and awards received. 
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	Key Performance Results 
	Key Performance Results 
	Criterion 9 
	Criterion 9 
	The
	The

	organisation’s achievements, both financial and non-financial, covering results that are planned and operational measures that are used to monitor 
	‘‘ 

	and predict.
	‘‘ 
	1A Leaders develop the organisation’s mission and vision 1 Leadership 5 Processes 4 Partnerships and Resources 2 Policy and Strategy 3 People 2A Establishing society’s needs and expectations 2C Balancing society’s needs and expectations 2E Communicating policy and strategy 3B Ensuring people’s competencies add value to the organisation 4B Managing financial resources 5B Processes are improved to add value for stakeholders 9 Key Performance Results 
	Linkages with the enablers 
	Linkages with the enablers 

	Criterion 9Criterion 9 
	3.9 Key Performance Results 
	What the organisation is achieving in relation to its planned performance. 
	What the organisation is achieving in relation to its planned performance. 

	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation We effectively implement an annual maintenance programme for the repair and maintenance of all the Council’s property stock which totals 250 schools including Nursery, Primary, Special Educational Need and Secondary education provision. In each of the past six years we have fully com
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The reporting of business results is strong. Fiscal reporting is very formalised, budgets are produced and updated with forecasts. When the company is compared to others in the United Kingdom Benchmark Index survey, its Business, or Key Performance, Results have been in the top 10% f
	CHAPTER3 
	Our success at converting calls to 
	Our success at converting calls to 
	applications has increased year on 
	year, which in book balance terms is 

	an increase of £250 m year on year. We now control 70% of the Career Development Loan market. To improve service, efficiency and reduce costs, Career Development Loans were centralised. 
	The customer now has one central point of contact whereas previously, only 200 out of 2000 offices had Career Development Loan specialists. Our main goal was to migrate the 22,000 existing Career Development Loan accounts within the timescale set, which we were successful in completing. We wrote 8,537 new Career Development Loans totalling £36.4m, against targets of 7,927 and £33.8m respectively. 
	Profit per loan on file and profit per employee have risen dramatically since 1991. Profit per employee has actually risen by 1563% since 1991. 
	Fraud can seriously diminish profits and in 1992 we invested in our new fraud detection system which has vast analytical powers and is used to combat fraudulent applications (those customers applying with no intention to repay). We have prevented £42,876,964 worth of fraud since 1991. 
	Sub-criterion 9A: Key performance outcomes. 
	Sub-criterion 9A: Key performance outcomes. 
	Sub-criterion 9A: Key performance outcomes. 
	Areas to address may include: 
	• 
	• 
	• 
	Financial outcomes including-share price, dividends, gross margins, net profit, sales, meeting of budgets; 

	• 
	• 
	Non-financial outcomes including-market share, time to market, volumes, success rates. 
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	Criterion 9Criterion 9 
	3.9 Key Performance Results 
	What the organisation is achieving in relation to its planned performance. 
	What the organisation is achieving in relation to its planned performance. 

	The business uses a series of key 
	The business uses a series of key 
	indicators to predict what is 
	happening to the outcomes. In this 

	way we are able to adapt processes and change strategies to address issues before they have significant impact on the outcomes. The main indicators are: 
	Occupancy-a key indicator of yield premium given as a percentage of room availability. 
	Rooms sold – the absolute number of rooms sold provides a clear indication of success and a key indicator of total revenue. Up 17% last year. 
	Average rates-this represents the average rate earned per occupied room and is a further indicator of yield premium, measured in £s up 5%. 
	We also consider the performance of each element of the service we provide to be an indicator of our overall performance outcomes. For example, we consider the food and beverage revenue we generate for each of our occupied rooms. Information on revenue on food and beverage is tracked monthly. This enables us to predict potential problems and make necessary adjustments. To ensure this increase in revenue is adding value to the business and is not simply achieved through discounting we also track the food and
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation Our key additional measures of the organisation’s performance results are driven by enabler action from Leadership, Policy and Strategy, and Processes. Our quality projects database contains more than 350 projects, including research, audit, and opinion surveys. We also submit all ou
	Leadership and constancy of purpose Management by process and facts People development and involvement Continuous learning, improvement and innovation Customer focus Partner development Public responsibility Results orientation The company has published results for the past five years producing Company Report which was circulated in the company and thus to all stakeholders. Competitors are not required to publish detailed data under exemptions for small businesses and the larger competitors’ results are con
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	THE MODEL IN PRACTICE 2 


	Sub-criterion 9B: Key performance indicators. 
	Sub-criterion 9B: Key performance indicators. 
	Sub-criterion 9B: Key performance indicators. 
	Areas to address may include: 
	• 
	• 
	• 
	Processes-performance, deployment, assessments, innovations, improvements, cycle times, defect rate, maturity, productivity, time to market; 

	• 
	• 
	External resources including partnerships-supplier performance, supplier price, number and value added of partnerships, number and value added of innovative products and services solutions generated by partners, number and value added of joint improvements with partners, recognition of partners’ contribution; 

	• 
	• 
	Financial-cash flow items, balance sheet items, depreciation, maintenance costs, return on equity, return on net assets, credit ratings; 

	• 
	• 
	Buildings, equipment and materials-defect rates, inventory turnover, utility consumption, utilisation; 

	• 
	• 
	Technology -innovation rate, value of intellectual property, patents, royalties; 

	• 
	• 
	Information and knowledge-accessibility, integrity, relevance, timeliness, sharing and using knowledge, value of intellectual capital. 
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