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4.2 msdansaowg arsauind na:inalulagasauin
(Knowledge Management, Information and Information Technology):
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nuom 5 UAaIns

(Workforce) (100 A:uu)
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ARAIUANLNITOULATANIINIAILAAING LA lUNIFAI AN NLIAAALURILAAINTNNA LALARA

HANITANTUNITAA NUIATEINIUDNIENITASNANUNNRY AANIT LAZWAIUNLARING
U =5

LlNa LN ﬁﬂﬂmwmamma’mmﬂﬁ?aﬂ'wLﬁumﬁaammﬁaﬂﬂumwﬁmﬁ’uﬁ’u ANNLADINNG
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5.1 a@nwuondsuyavynains (WORKFORCE Environment):
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TAynansritoiuegnius:answa (45 A:uuu)
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@) AMuEIF LU (Work Accomplishment)
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(WORKFORCE Change Management)
3 Aaqa 1 =
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5.2 AWYNWUYavyAans (Workforce Engagement): auAnsidsnisagvls
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2, NIWALNLAAINTIAZHLUN (WORKFORCE and Leader Development)
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nuom 6 N1SUQUANIS
(Operations) (100 A:IUU)

TunuaansUiimnis inusnuasansiisnisasndlslunseanuuy 4anns Usuilg

9

NAANUT LAYAS1NUIANTTLUBIHAANUMLAZNT L LILNITVINIIU sualiudsasrdntng

20N UHTFRNS NedsuanAuAuNgnAn uazvinliasAnsdszaumnudnsastnenaiiioy
—_— a——

6.1 ns:uoun1sntvu (Work Processes):
avrnsiidsmsadnlsliuniseaniuu 9ans na:usudsowaniiouri
la:ns:usumshvIundlAny (55 A:ltuu)

TresunalpamauAinny fanalil

ngeuIuMmes

. NTANULLINAANUTIULAZNIZUIUNG (Product and PROCESS Design)
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a o’dl o G Qll a ;&’
nagnsinevauaiauIniunefafiny
luFaanisilasuntaquuunanlauuay
NIIRANALANUAIALIRINI9ILAEULLA
AINIUNLY 0UDINITIATHUNNT AN

dl v v
nrstdasuntaslugninuiandaum Ny
ngsziliaudativAy Tuwuﬁﬂl,w@ﬂa'mﬁ\i
UsziAudnAndsziaunilanlunisnauny
a T A v g
NaEmNS Ap AMUALNTD luNg Mg et
ndayaansaunanfudenauuasdlfumn
LINUUEDE 9
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nuom 3 anAn
(Category 3: Customers)

o vinda 3.1 1@ENUNGNAT (Voice of
the Customen nnuRaANUNanalauaz AN
Mﬁqwaﬁlfwmgﬂﬁ’wﬁmﬂ;mﬁﬁmuLﬁmﬁ’u
iHlaaennnssununnstsnaunsniauiu
ielfuansaumeaita 2 deziom

o ¥2dla 3.2 mm;dnﬂ’umm@ﬂﬁﬁ
(Customer Engagement) 01uLAEIML
NITUTUITTANITUAZENTEALNINAN =L
YIATIAUAT %uﬂumﬁﬂi:ﬂauﬁéﬂﬁty
PBINITATNANUEUAUS LGN A
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nuom 4 NMSIM N1SIIASIEA
Ha:N1SYANISAIUS

(Category 4: Measurement, Analysis
and Knowledge Management)

o A 4.1 N19A NITIATITA LAY
m%ﬂ%’uﬂgqNama‘ﬁmﬁumwmmﬁm
(Measurement, Analysis and Improvement
of Organizational Performance) DD

v v a =1 = v v
ﬂ’]'iﬁl,ﬂj‘]]’auuﬁL%QL‘IJ?EI‘].ILV]EI‘LILLEZ"]JBHBQTWW]
TUNITNUNIUNANITANTUNITUAZIENS
Qll 2 a °o G 41‘ Qll
NavANsUssiuAuatiugasnslasuwlas
WUUNANIQULAZFZULNY

o i 42 NMeAANITANLS asauINA
wazinalulaiansauind (Knowledge
Management, Information and Information
Technology) ViAINudIAYILNI9TNEN
mmﬂaamﬁﬁmﬂﬁmﬂamiﬁmm Lay
n19snwAulasndauulmueslussuy
ANTAUNATIIANT TAUTIAINLTAME
Tummmuua:mm’nmﬁuﬂ’u%mammﬁauﬁ
mmmimjLLa:Gﬁaaﬂaﬁmeﬂwmﬂq WA
Lﬁlaaqéwmﬁmmi



nuoA 5 Upans
(Category 5: Workforce)

o 748 5.1 ANTNLINABLUBIYAAINT
(WORKFORCE Environment) D1u38n13
Lm?ﬂm_Jmmmﬁw%’umuﬂ?muuﬂm
TulAT9d519R9ANTUAZ T UL

o ¥da 52 mmgnﬂ’ummqﬂmm
(Workforce Engagement) finsvniadalv
Taanmaadldlunuiniamerdunas

v =S < a QI vV o
anliiivian 2 UztAUNAITUNLNA LA LAY
wurAnTaulend1AyssnInaALyN Y
suaqa_;ﬂmﬂiﬁumifv’mmmamaﬁmLﬁumu

‘ﬂl v aQ Q Q
wazinalvilsziiullsz@nsuaundssuy
mmﬂugua:wmmimmﬂwu

nuoA 6 N1sUQUANIS
(Category 6: Operations)

o A 6.1 NTTUIUNITYINL (Work
Processes) LWUNITAANITUIMNTTULTU
nezLauNsyiund Ay et luinde 6.2)

o Y48 62 UsrAnsuaunInsUIR
N9 (Operational Effectiveness) Lﬁmﬂinﬁu
iiaRansnEag ﬂ’a‘lzam'ﬁmWLLazﬂizEVﬁma
maqﬂ?:mumﬂﬁaLL?lmﬂﬁLﬁuﬁTmLﬁ)uﬁq
nuatiuuBAUYALl

nUoA 7 waaws
(Category 7: Results)

% v l&’ Y o dl

o nidelunuiniilaniiizasnis
TIUUNLAANEAUNGUNEIATY 1ITBAANA
‘1/1%@mé’ﬂwm:mmmamﬁmsﬁmLﬂuéqumﬁq
Ja9d aninustasLnunaziudaninun
ne92u nalriaanAanINussAUWALINNG
nslddeyairadsauinaulagnedietyll
v | = o
ATan vungas 9runailadalussuy
ngliAziuy Wil nalidanAaadNus e
WEIUINNG

o ATUULLDIWITD 7.2 WAAWSAU
mm:uﬁugﬂ A1 (Customer-Focused Results)
uwazviada 7.3 wadnganunisatiuyaaing
(Workforce-Focused Results) tavl5uily
70 AZWUL LAZITE 7.5 NAGWEAUNTINL
Larmanm (Financial and Market Results)
IEUsmiy 75 Azuuu iieldnsening
ummmﬁﬁﬂﬁmmmmaé’wéméﬁﬁiuﬂwmﬁq
ANUANFIVRIRIANT
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[LUONIVNISADUINTUN
(How to Respond to the Criteria)

lunisimseuianansaduseia gadasueiuseianisitanudileaduseaziden
Tuptail Lﬁm}'miﬁ%ﬁﬁmmmmm@uﬁ'jaﬁmumiummeﬁﬁq 7 vunlAesnedllsy@nina
HadATATARIdnYingnEUIEN1TUAZHANITANTUINY (Application Report) lnamayl
o munIaaNMT 17 de TanssuaLmsasLadng niasadne “sruunnslin L’
U= NaUf LM IFAZILL (1T 166-169) T9a=aaLNeRaNNIAII9Lsz I iunts maLIN,
LATFANAUNNTUITQHANNTATUNNTYRIDIANT

SUAU (First Steps)

1. 18gugineonuinmuri 2. iAdWIgp38N1sduLa:neU
(Learn about the TQA framework) donnunuaviadar1vY yavinmur
(Understand how to read and respond

84ANTAITVINIAMUAULAEALAIUAN o
to a Criteria item)

(%3 I dy dl o v s Y
sapaldld WevinArudlamnugs1eda
AUV NUNIUIATIAS19URINUN T19Ta
X PR ALLNNLVNANG (TN 10) TelaadLszinnand

o LUANMMN (VTN 15-67) i

y y vde dwmnes seiide wazunumUes
o FTULNGIAAZUUL (TN 160-165)

IR waazaIu A9 ANLdALNUdaiuntag
o AASTUANA (MUN 132-158) , . v .
. -  ew YDIUARTLTUAUNINTUN FILVIVLNELVRAE]
o ANMBLNEINQUTETY MLN 85-121) , , o
Tadmunniee aylugtuuuvesAtny
dulszlAUNANTUIaNAtaN AN BIANT
v [~$ a [~$ dl
AeNMRLILITZIAURANTUNLTTIAY (1a9an
dansaumeanaiavnialldazfalrniuniny
UNWTaalus L ULNITIANITHANITAILTIUNNS
g ] I o v =
Pa4a4ang waldsfdufasuanmnauiias
ANDNN UAZANRTINNITAALVIANLAINY
ludsziiuiatsureaduiiunguniy
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3. nunautusnumsiAn:uuu
(Review the scoring guidelines)

NTABLANNUAUIILENTTLIUNNTUAS
Hadns e TunLNIWYa1a N UM IuY
WUINNNT IIAZ LU (TN 166-169) UANAIN
V@3 UURNUUATUFITENTZUIUNNT (MUIA
1-6) a7 wuInenglimzuuudslrai
ziﬁﬁzyﬁ”m:ﬁummamgamiﬁumummq
AINUATELAGULBINITANENEAENITU IR
mmmaumqmm:ﬁl’ﬁwmmm?ﬂuf
LLazmiuu'imf]m'iﬁuaqﬁﬂﬁ:ﬂauﬁus]
lugzuunNI9AANITNANITANLTUNNS
WA uanan@sudanivualuids
HAANE (MUIA 7) WA7 wuInennsIiAzuu
R lNANUEN A LT AUNANNTANTUN9A5Y
AudAyesuultuveduadns Jaya
Wianiaufimunzay NM9YTUINITAL
mﬁﬂ?:ﬂauﬁﬁﬁﬁmmma:uumam@ffv’mmi
NANITANTUNITURNBIANT UAZHARNEURS
nazuUNgliulge

4. mauIdTlonawRLgvavAdIAY
(Understand the meaning of key terms)

FldlunusanaiinmuneLAn s
INANIINRANUNINTIUVTEAIAN I AAINL
A4 lunednadfiaaduldaruisnau
WanAnlaluadsudmy miin 132-159)
AneviAudnlafmaniiaz el taadng
Usziiupwadldagrausugn uazdnans
NTYUAUNITUAZHAGWE URIBIANTUN
Qmwﬂa‘xLﬁuﬁv’qmﬂ‘lum:mauaﬂmﬁ(ﬂ?
IhaegnAnd

5. 9ar1lAsvs1vavAns
(Start with the Organizational Profile)

TngasnneAng mth 15-20) luqnisusu
ﬁmm:ﬁuﬁqmiumﬁmﬁﬁmmmﬁ%mi
UAZNANITATILNL N199AYINTA99T1904ANS
VTALLUANITNLINIUTADAN ) UDITATITIS

s 1 v g :: v 1 =
a9ANg azanglvasAngtullnlannas lsaa
aifeadasuazdrAnnannagsia Wusna
UAZLANITANIUNNTURIRIANT
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llUOI’l‘]\)ﬂ’lSl‘r’lOUﬁDﬂ'ﬂTUHUOﬂﬂS:UOUﬂ’]S
(Responding to Process Iltems) (NUJON 1-6)

wUNUN Y AT UNAANENITANTUNTNAIAYTBIBIANT UALANIZAINAGNS DY
= I v aa (v g v ['%3 I | v L3 = %3 s (=) = = v
JpuamadiladeesAnstiosunn Aeeary resAnsinadndlus viselidnsanig
Usutlgednanauawisessansiiiieniesiuls asdnsdndusoadalateanmvnin vinlu”
=3 [~y I :: o “ " dl 1 a ydé’
aafluutiu azal9vin “azle Lwammiﬂ?uﬂgﬂmmu

LRAIIUIURIT TUNLIANTZLAUNNT (MUIA 1-6) ANUA IALAAILA8NT 2 1UIUNTS

4. o o e oA o . - T ,
néd1AynanatasAnsiasanan1sliuLlyenanissuiiunisueeAnslauniga uazinly
AunnBNaedNIsALTUNsNdALY

2N _

mstadeuazpunmasansiidayaileunaauegfuiionuaraAnuanysaluessenu
Jannsuaznanigsaniunis MU avAnsasATRaUiIden1e s Tasduaisaumaung
nezuunsndAundnmuuuInanIgdnYnLaznumuasaumaAndma Ll

1. 101 lpAoWNLIgYBVAINIL “081vls” (Understand the meaning of how)

lunigmausiidaluruinngzuiunig wamneliAudeuuIntemdussuy
NUA0N eels” B9ANTAITMALAINNL  (Show that approaches are systematic)
FINA1IAILNITUNAUAAITAULNAUD

R - wuansifluszuy Ae wuannetiu
NTZUAUNITNANAYNUAAIDILUINI . e v % vy vy
, , N . arunsavin/lr T lauazlddeya uas
nsnnenendnIslin nisFeug uaz dava o v :
U L ansaumnAiNalAnANITTEus 1Tea1Inan?
N19YTUINIT (AezuunIs i AzuUY

. 1771 uwuaedanudluszuy Wanunnetiu
Wi 160-165)

dnisdeziduy dnnsdfudee dnnsasng

ANROUTUNIAANTAUNAFINA1IMED  UIANISH waziinisuuiiunnudsiuet foe
ﬁwmauﬁ'LﬁmLLm'ﬂﬂﬁT'mﬂ'wm'f]ﬁ?u@:Qﬂ %w:a'qmaiﬁummﬁuﬁa:ﬁum’mamﬂlmi
Uszifiudn fansaumatasuazlddnian’  wniu
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Landn1saanangdn1slia (show

deployment)

lunismeauinuel Adsasdisnisn
wwnnalifaludiumne g vasasang

LAAIVANGIUNNTIFEUS (Show evidence

of learning)

LAPIVANgIUBI3IN sz Tiunas
ﬂﬂ?ﬂ%’uﬂﬁ;qm:mum? gqualaniauad
v o L2~ = 1
NN9459UIANTTY wARSIALAUAINLINNT LT
nMsfudganszuaunsiunuagIuay ¢

L QI dl v a = v
PeadANTIMNNzauNaliiAinnTsITaug
FAUAIANT

UWAMINITUIUINTG (Show integration)

ﬂ’m{im’mwuammma@mmé’mlﬂu
LUANIGLAEINULAZ AN UNAUNAUTZNING
NTZUIUNTT UNUU AR N1sUPiianig
s s 4J o v a aQ Q
waruadns awinliifelsz@ansninuay
19+ ansnauaIndAng

=X v

NFuangnIALaanAand il luwuinig
WeENUlUNLIANT LUIUNIT LT NS AR AL
ﬁﬁmﬁaamé’mﬁu‘lummmwaé’wﬁ‘%ﬂ?uﬂa;q
NANITANTNUNITURIRIANT NITADLLNUN
Tuaninearuaanmaadldluuuinig
P 'Y =
WeNU 4 1U52n19 AD

o ludaulnsesneedng Aa9sey
Indnauines lstnandAumensAns

o ludaunagns muan 2) $IUN
"J’mqﬂaf:mﬁﬁmﬂaﬂqmé wulfiimnig uas
ﬂmiﬂumé’ﬂmmmﬁﬂ? (Core Competencies)
v v [~ | I %3 =3 [~$
AadnandldiAuas 1A UTADNIUT LAY
Ayatiuuniign uazasuIEINITANENeN
ansUfiRusequalanendls

o TUAIUNTTIATITIRATNITNLNIU
lusTALaIANg (Fdia 4.1) ARALAAIDIENNT
f99/AN99AI1ZT LATNLUNIUANTAUINA
AeafuRanis ATuNITIRa s MUAF S
ANUEIATY

o ludiunagns muIn 2) uazng
UfiiAn1g mwam 6) mrsuansliiuesng
AUTADTTULNNY LAZNTTUILNNTYINGNY
'17'1'3?'mwzﬁﬁﬁn&lﬁfamamimLﬁumﬂmﬂmm
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2. 1lonownurgvavAIny “o:Is” (Understand the meaning of what)

o YV o | dy
Waeluruin 1 -6 YAy “azls” Q14 2 WU ANU

AOULLR 1 1Huntsanuisansatma
ﬁugmﬁmﬁum:mum?ﬁﬁﬁﬁmuua:ﬁjy’umau
N13ALUNNg N1gmaLLmesdn “lag 1Tl
Hiunnvavatadlsrlaaiing uAn1smnes
Uszilluvisadayatlaundunsinislviagune
3BNN9YIURINT LN T
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LHUINVNISABUFIDBIUNUIA 7

(Responding to Results Items)

1. Jjolduwadawsn1sAIGUNISYa

ovAnsnd1AyNan

(Focus on Your Organization’s most

Critical Performance Results)
ﬂW??WHQWUNEéJWﬁﬁﬂQﬂ?ﬂUﬂQM

%aﬁﬁwumﬁéﬂﬁmﬁqmm'ammﬁqﬁ‘wm

23/ ns puinandlyat1anudanda

TulAseseaeAns nuannistiesAns nagns

anNAY YAaNs sauTensUIiAnNg

2. s1gvuwamsaAiunis nudliiu
MSIWSBUINBU LA:IEAMSYSUNMS
(Report Levels, Trends, Comparisons
and Show Integration)

e 90E3TUTTAU wamfiﬁmﬁuma‘
(Report performance levels) Tnaldunmnsin
nananununaladaiau

o 9ne9uLullty (Report Trends
levels) NDLARITRANIUDIHASNE §mg1nns
wlaauntla LATUBLLYAUDINTNENENG
nslfiiRsesideyatoundsetneiosanun
iauﬂmﬁai%ﬁuumiﬂmﬁ?mwu wunlty
ASUARINANNI AN TN L ARLa
thatiuy Imﬂimmmamfimuumaﬁwmmmmﬂ’;
(sl,uammm) uanennil 1ufinnasningaang
mumwawauaumiummmqnm kE N9
Gmsuamamiﬁammmmmmmmmmmu
“]JﬂllaLLH']IUJJ“]JMWJW]U’NWJE’]"\)&J? &2 U
f4 5 tviFaunninvisatiaenii 1 ﬂ“]J‘LL'aEIﬂ‘LI
AMUANATYURIAITA mmumaawwmmm ‘
mmmmammmmaga}wuL‘mm Daugian
Axfaluiuiualty el AsesLeLunltyY
fin videuunlilunsaudie

e gnavnuNsIlTauINEY (Report
comparisons) \NBUARHAGNENTILFELITIEL
AUBYANIAUNLAANUNDENINLNZ AL

e TNENIUNITUTUINAT (Show
integration) T,mmmmmaawrﬁmmmmmmm
LLﬂi"ﬂLLUﬂﬁﬁllﬂ@‘lm“\)ﬁ\l’] (L‘]Iu ﬁ']’]llﬂ@ll
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NIsmaulnunagitus:ansSnw

(Responding Efficiently)

1. §708VA2TOBUMIUAIUIALN:EL
(Cross-reference when appropriate)

vl iulatnAnetlundasiade
ﬁmmauuﬂmﬁuﬁummnﬁqm WazANABL
oAU Iuidane ) Janudanasaiy
Lﬁamiqtﬂfmmﬂﬁ Ma9ANTANNBIAI AL
”Luﬁﬁﬂ?i'uq LA ALLLNNENEN T
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fiFaqanisansaumAiy Moty v
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lurteauanAsEnsaaida 52 Tneludad
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2. Tigunuunns:Gu
(Use a compact format)

Lﬁamﬂﬁ?ﬁuﬁiﬁﬁmﬂixiﬂﬂjﬁgq@m A9
unausatsaumnalvinssdulngltunugl
wamnannslraaany (Flowcharts) 1979
wazviiadi « sty nednfinauaumtihaeg
FENILANNTUAZ AN ATt AV
Hlnedinguszas A el aedng
ﬁm@mﬁq?qﬁéﬁﬁmﬁqm‘l,umﬁu?mﬁmm?
AIANTUAZNITINENUNAANE

3. T6nsw na:m1s1o
(Use graphs and tables)

a a | ] °
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4 . 9 e ol
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oA | - a
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N1SU19vANS (Leadership) (AUoA 1)
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(Governance and Societal Responsibilities)

LAAATUN

o v X = & o o

MdatonunalezsiaudrAny o lusyuy
m'iﬁ’]ﬁ’uQLLamﬁm mmﬁqmiﬂ%uﬂqwm
Egﬁqa:éfugqLLaz'i:uumiﬁﬂmﬁm UaNAINU
[ % X aa dl a ° 9./0'/ |
mmumaﬁmﬂnmmnﬁ*m‘l,wuuiﬁmymmm

g v Q QoA

1qﬂmuiummnsimﬂs:wgmﬂgummmngmmﬂ
UAZA3EIR99 SIMUAMNANLSHARLINAEIAL
warnisatiuayuurund1Ay

AAFINA
miﬁqﬁ’uguamﬁne

(Organizational Governance)

o Y qﬂl v QI s o | Ql g
MdatituneNuaALIniluiasang
LA AINANUZNTTUNITVTANUTNEIA U
o % dln/ a Qs Vv Vv |
nsifiuguaniuilinvey 5us il Tiggla
FINTIFURA IO UA ANAA IS NLAATY
walvarunsadndesnadsslsviveadd
1 v | = 4#' o o :j vy v
aruladiudendrAgy @GuieEnevu) 19
'8 dl I Qs Qs L s ql 1 1
asAnsiaglunanandnnind asAnsiliag
TumaArannswe 99u79a9ANTA L A9
nanils ANZNTTUNITAINATIIAITIDATY
TUNITNUNMIULAZATIAFAUDIANT TIUTI
ATIRAAIUNITANTUNITUDIDIANTUAY
HUNgIgAVTRANIZELIIVNIITALIEN

90 TQA Criteria

2016-2017

Nl IRAIUNYNUNE AT8899U
LAZANULAEN
(Legal Compliance, Ethics and Risks)

"Lumﬁmmil,l,azﬂ%’uﬂgqmamwﬁ \iunng
ﬁhLﬂuﬁ"mﬁmimLﬁumiﬁjq@ﬂiuﬁm

() NMszngAdfimesnediasasssy

@ nsUgiiRmunguunsuazngszidey
TorlAL uaz

3) fadendeannge

N3N U HANITANTUNITNALLLTD
panan 1Aty a9ANTAANNINUARITAIIA
AVITATINUNZAUNY U192 AUAIAILI9D
1lun19AaniL UaNaINt 9ANTAITH
Anulsalsziauaufauasdsay 1uqn
dszinutiuazsryITlungrunauazngseidey
v s [ Qs = [N ~1 s ql
mammuﬁwuumaimmm agAng iy

1 Q‘IQ‘U o va | a
uULaENNARaINenenuvin Lt AnuThuaa
punsLssng AN IRRUNOINeLaZA3E9TY

AMUNYIATAAIAL (Public Concerns)

BIANTNIATTUAZBIANINIINAAAITAN
Aala VTN ENAN LT IATDIEIAY T9874
saudasuuundlAsnIsuaznIsANiiney
AuTUNfakazRsufulungid1n
HARSUT iﬁM%ﬂﬂﬁ??ﬂi%ﬂﬂﬁdﬁMﬁ@ﬂﬁ?ﬁ
a4 ﬁﬂ?@LLa%"ﬂmm%"wmmmma‘m:



mmgé’nﬁw%"wmm‘ﬁa‘mma

(Conservation of Natural Resources)

miaqf}’nﬁw%’wmmﬁﬁmnamfvmiq“lﬁ
Taanisladmalulagnifuiingsudninany
I'g Q‘y s v =
nsanAtsuaulAnTur nisldansiadl
nudTufmnatanaLnuansAla U el
N190UFNENANIY N1gldunaandanun
azannn visemsthiagildusnduunldiva

ANMUSLRATALAAEIAL
(Societal Responsibility)

ANUTURATRUADFIALTAINUNLNE
uInnNINIsUHITRAungs iUl eileAy
Wy a9Ans ldanaunalanuIaauna lug
tlantaaduayuszuuing elusu
Auwnden d9AU uaziAsEgNa aunlanna
lunisatfuayuguaundiAny Ml s

. X
LAZUBLILUAYBINITATILAULAURETLIUNA
LAZAINUATNUITNURIBIANT UANANT
nssndulanazyinausauiuesangla g
IS v dl a < o A
fuurlduiariansunieanuiuinuey

y Y o
AOEIANYAIBIANTIULINAIULTAE €|

UYEGISTE TG Ik
(Community Support)

AYANTAITNANTUINITLAIUT TN
dodd e . .
urulusasineadasivaussauznanyes
89AN9 (Core Competencies) FMBENINN9L
arusauiuguuy laun

o FuilafulsaEauLazANZNTINNTG
TsaseuiiaU3udgenisfinm

. éauﬁ@ﬁ’uQ“Lﬁu?mﬁmamwmqm
4. . y o
LW@ﬂﬁ?uﬂqq@mau’mﬂuﬂ;m}uwa\mu 1oel
WinieAnen waziduanataiasiiauns la
tymauaissnigy uaz

o FullaiieatiuayunisA §509 uay
a = a fall [~1 L !

aunpanaw lunangsumiudsslgand wu
Aanssu anaalasane e vsanisuuiy
aqa a uaa{l a dl AI [
nUfTAMnduamnaiiuAnaninlunisg
wisduaasinglusainlan uazasaassuuas
ANUEANUDIAIAL

MaLNI@N S URIANTN LuLaanNan e

=3 ] = Qs s dl |
F9uDIN199 U afuadA NIl Lalrau

o 4‘ =S [ %3 L3 a 4‘ Qll %
narlsBursaniasAnsgsiiaau talfudlss
nanisAntiunisinesiy waznisguainm
NENENNTAIUSILLAZAIUN LAFLILSAA

INFUZISI0I8ANUMWIRDIA 91

2559-2560

-

o

FIOSUIENNEUA



92

nagns (Strategy) (NUoA 2)
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2.1 msdarinagns (Strategy Development)
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(A Future-Oriented Basis for Action)
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2.2 mstnagnslUUUR (Strategy Implementation)
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(Creating Workforce Plans)
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(Projecting and Comparing your

Performance)
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3.1 1dgoueugnA (Voice of the Customer)
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Andipunaulall (Social Media)
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(Customer Relationship Strategies)
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(Measures of Organizational and Operational Performance)
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(Leadership and Governance Results)
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7.5 waawsmiunisibuna:naim (Financial and Market Results)
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(Core Values and Concepts)
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(Steps toward Mature Processes)
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Process Scoring Guidelines

(For Use with Categories 1-6)

SCORE PROCESS

0% or 5%

No SYSTEMATIC APPROACH to item requirements is evident: information is ANECDOTAL.
A

Little or no DEPLOYMENT of any SYSTEMATIC APPROACH is evident. (D)

An improvement orientation is not evident; improvement is achieved by reacting
to problems. (L)

No organizational ALIGNMENT is evident: individual areas or work units operate
independently. ()

10%. 15%.
20% or 25%

The beginning of a SYSTEMATIC APPROACH to the BASIC REQUIREMENTS of the item
is evident. (A)

The APPROACH is in the early stages of DEPLOYMENT in most areas or work units,
inhibiting progress in achieving the BASIC REQUIREMENTS of the item. (D)

Early stages of a fransition from reacting to problems to a general improvement
orientation are evident. (L)

The APPROACH is ALIGNED with other areas or work units largely through joint problem
solving. (1)

30%, 35%,
40% or 45%

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the BASIC REQUIREMENTS of the
item, is evident. (A)

The APPROACH is DEPLOYED, although some areas or work units are in early stages
of DEPLOYMENT. (D)

The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY
PROCESSES is evident. (L)

The APPROACH is in the early stages of ALIGNMENT with the basic organizational needs
identified in response to the Organizational Profile and other process items. (1)

50%, 55%,
60% or 65%

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the OVERALL REQUIREMENTS of
the item, is evident. (A)

The APPROACH is well DEPLOYED, although DEPLOYMENT may vary in some areas
or work units. (D)

A fact-based, SYSTEMATIC evaluation and improvement PROCESS and some
organizational LEARNING, including INNOVATION, are in place for improving the
efficiency and EFFECTIVENESS of KEY PROCESSES. (L)

The APPROACH is ALIGNED with your overall organizational needs as identified in
response to the Organizational Profile and other process items. (1)

70%, 75%.
80% or 85%

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the MULTIPLE REQUIREMENTS of
the item, is evident. (A)

The APPROACH is well DEPLOYED, with no significant gaps. (D)

Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING,
including INNOVATION, are KEY management tools; there is clear evidence of
refinement as a result of organizational-level ANALYSIS and sharing. (L)

The APPROACH is INTEGRATED with your current and future organizational needs as
identified in response to the Organizational Profile and other process items. (1)

90%, 95%
or 100%

An EFFECTIVE, SYSTEMATIC APPROACH, fully responsive to the MULTIPLE REQUIREMENTS
of the item, is evident. (A)

The APPROACH is fully DEPLOYED without significant weaknesses or gaps in any areas
or work units. (D)

Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING
through INNOVATION are KEY organization-wide tools; refinement and INNOVATION,
backed by ANALYSIS and sharing, are evident throughout the organization. (L)
The APPROACH is well INTEGRATED with your current and future organizational needs
as identified in response to the Organizational Profile and other process items. (1)
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Results Scoring Guidelines

(For Use with Category 7)

SCORE RESULTS

0% or 5%

There are no organizational PERFORMANCE RESULTS, or the RESULTS reported are poor.
(Le)

TREND data either are not reported or show mainly adverse TRENDS. (T)
Comparative information is not reported. (C)

RESULTS are not reported for any areas of importance to the accomplishment of your
organization’s MISSION. (1)

10%., 15%,
20% or 25%

A few organizational PERFORMANCE RESULTS are reported, responsive to the BASIC
REQUIREMENTS of the item, and early good PERFORMANCE LEVELS are evident. (Le)
Some TREND data are reported, with some adverse TRENDS evident. (T)

Little or no comparative information is reported. (C)

RESULTS are reported for a few areas of importance to the accomplishment of your
organization’s MISSION. (1)

30%, 35%,
40% or 45%

Good organizational PERFORMANCE LEVELS are reported, responsive fo the BASIC
REQUIREMENTS of the item. (Le)

Some TREND data are reported, and most of the TRENDS presented are beneficial.
M

Early stages of obtaining comparative information are evident. (C)

RESULTS are reported for many areas of importance to the accomplishment of your
organization’s MISSION. ()

50%, 55%,
60% or 65%

Good organizational PERFORMANCE LEVELS are reported, responsive to the OVERALL
REQUIREMENTS of the item. (Le)

Beneficial TRENDS are evident in areas of importance to the accomplishment of your
organization’s MISSION. (T)

Some current PERFORMANCE LEVELS have been evaluated against relevant
comparisons and/or BENCHMARKS and show areas of good relative PERFORMANCE.
(&)

Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market,
and PROCESS requirements. (I)

70%, 75%,
80% or 85%

Good-to-excellent organizational PERFORMANCE LEVELS are reported, responsive to
the MULTIPLE REQUIREMENTS of the item. (Le)

Beneficial TRENDS have been sustained over time in most areas of importance to the
accomplishment of your organization’s MISSION. (T)

Many to most TRENDS and current PERFORMANCE LEVELS have been evaluated against
relevant comparisons and/or BENCHMARKS and show areas of leadership and very
good relative PERFORMANCE. (C)

Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market,
PROCESS, and ACTION PLAN requirements. (1)

90%, 95%
or 100%

Excellent organizational PERFORMANCE LEVELS are reported that are fully responsive
to the MULTIPLE REQUIREMENTS of the item. (Le)

Beneficial TRENDS have been sustained over fime in all areas of importance to the
accomplishment of your organization’s MISSION. (T)

Industry and BENCHMARK leadership is demonstrated in many areas. (C)
Organizational PERFORMANCE RESULTS and PROJECTIONS are reported for most KEY
CUSTOMER, market, PROCESS, and ACTION PLAN requirements. (1)
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