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	The Business Excellence Tool
Self-Assessment & Action Planning
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	Organisation:

	
	

	
	Date

	
	

	
	Participants:

	
	· 


General Actions:    (Specific actions are listed in each section below.)
	Actions
	Due Date
	Responsibility

	
	
	


1. Strategic Planning

Organisations must plan for the future.  Planning should be a structured process that identifies goals, considers the business context and influences business activities.

· Describe the key contents of your current strategic plan.  
(For example, vision; mission; values; goals; key result areas; key performance indicators; and action plans.)

	


· How was the strategic plan created?  (Describe the key inputs, process and participants.)
	


· How is the strategic plan communicated to staff and used in decision making?
	


· What strategic business partnerships do you have (and for what benefits)?
	


	Actions
	Due Date
	Responsibility

	
	
	


	5
	3
	1

	Demonstrated evidence of:
	A clear indication of:
	The following:

	· Develop a formal plan at least annually with a vision, measurable goals and an action plan.

· Communicate the plan to all staff.

· Formally monitor progress and success against the plan.

· Consistently apply the plan in operational decision making.

· Use market research/customer input in the development of the strategic plan.

· Establish strategic business partnerships.
	· Develop a formal plan with goals at least every 3 years.

· Make the plan accessible to key staff.
	· Planning is ad hoc or absent.

· Planning is not reflected in operational decision making.

	Rating:
	
	

	
	
	· 


2. Competitive Advantage

Organisations succeed by attaining a competitive advantage.  Competitive advantage is about being distinct in a sustainable way.  Even for organisations without traditional competitors, it is important to know what makes the organisation distinct.

· What gives your organisation an advantage over your competitors?

	


· What is the source of your organisation’s competitive advantage?

	


· How is competitive advantage communicated to staff and to customers?

	


· How is your competitive advantage used in decision making and marketing?

	


	Actions
	Due Date
	Responsibility

	
	
	


	5
	3
	1

	Demonstrated evidence of:
	A clear indication of:
	The following:

	· Understand the source of the organisation’s competitive advantage.

· Develop goals and activities that ensure sustainable competitive advantage.

· Describe competitors’ competitive advantage.

· Communicate the role of staff in enhancing the sustainability of competitive advantage.

· Use knowledge of competitive advantage in operational decision making and marketing.
	· Awareness of the source of the organisation’s competitive advantage.

· Communicate the source of the organisation’s competitive advantage to key staff.
	· Lack of awareness of the source of the organisation’s competitive advantage.

· The pursuit of competitive advantage is not reflected in operational decision making.

	Rating:
	
	

	
	
	· 


3. Innovation

Innovation provides the potential for competitive advantage.  Innovation involves creating, developing, introducing new products, processes or technology that assist the organisation in meeting customer expectations and adding new value.

· Describe a new product, process or technology developed by your organisation or introduced to your organisation.

	


· Describe how the innovation enhanced value for your business (and beyond).

	


· Describe how the innovation improved your customers’ situation.

	


· How do leadership and organisational culture contribute to innovation?

	


· Do you have a policy/procedure for encouraging innovation?  If so, how does the policy encourage innovation?
	


· What is a situation in which the policy has been used to implement innovation?

	


	Actions
	Due Date
	Responsibility

	
	
	


	5
	3
	1

	Demonstrated evidence of:
	A clear indication of:
	The following:

	· Implement internally developed and externally introduced innovations to meet customer requirements and enhance value.
· Create a culture of innovation supported by leadership that nurtures and challenges innovators.
· Invest in research and development of new products, processes and technologies.
· Implemented policy and procedure for selecting and implementing innovation.

· Publicly recognise and reward innovation initiatives.
· Influence innovation beyond the boundaries of the business.
	· Identify and implement internally developed and externally introduced concepts and ideas for new products, process and technologies.

· Encourage the identification of new ideas.

· An ad hoc approach to the identification and implementation of new ideas.
	· Demonstrate risk aversion regarding the development and implementation of new processes, products or technologies.

· Do not actively encourage new concepts and ideas.

	Rating:
	
	

	
	
	· 


4. Customer Service

Customer Service is the ability to meet and exceed customer wants and needs.  Customers come in many forms, and should be easily recognisable by the way they benefit from an organisation’s existence.

· What is your organisation’s attitude to customers?  (Provide some examples to demonstrate this attitude.)
	


· Do you have policies/procedures for obtaining customer feedback and addressing customer concerns.  If so, how do the policies ensure customer feedback is used to improve performance?
	


· What is a situation in which the policies have been used, and what did you learn from the situation?

	


· Have you obtained testimonials from satisfied customers?  (And what did they say?)
	


	Actions
	Due Date
	Responsibility

	
	
	


	5
	3
	1

	Demonstrated evidence of:
	A clear indication of:
	The following:

	· Commitment to delighting customers in all staff-customer interactions.

· Ensure that customers receive the product/service they purchased.

· Actively seek customer input and feedback, and take appropriate action.

· Documented and implemented policy and procedure for addressing customer concerns.
	· Courtesy in dealing with customers.

· Commitment to addressing customer concerns.

· Provide opportunities to obtain customer feedback and concerns.
	· Lack of interest in customers.

	Rating:
	
	Notes for Judges:

· Customer service is often intangible, and will be difficult to judge.  Read between the lines, and look for a genuine commitment to excellence.

	
	
	· 

	
	
	· 


5. Staff Development

An organisation’s staff are critical to its ability to operate.  Staff development is the ongoing process of ensuring that staff have the capability and capacity to achieve the organisation’s objectives.

· Does your organisation have policies/procedures for defining job roles, recruitment, induction, performance review, succession planning, and training?  (If so, how frequently are these reviewed?)

	


· What are some situations in which the policies have been used?

	


· How are training requirements identified and met?  (And how do you ensure that training contributes to business performance?)

	


	Actions
	Due Date
	Responsibility

	
	
	


	5
	3
	1

	Demonstrated evidence of:
	A clear indication of:
	The following:

	· Alignment between business requirements, role definitions, and recruitment.

· A structured approach to staff induction, performance review and succession planning.

· Commitment to providing relevant and timely training in required skills and knowledge.
· A structured approach to Workplace Health & Safety, covering staff induction, and routine updates.
· Celebrate staff achievements.

· Documented and implemented policies and procedures for recruitment, training, succession planning and termination.
	· Support staff in their personal development activities.

· Undertake to recruit staff with appropriate attitude, skills and qualifications.
· Include Workplace Health & Safety in staff induction
· Acknowledge staff achievements.
	· Lack of a coordinated approach to staff development.

	Rating:
	
	· 

	
	
	· 


6. Social & Environmental Responsibility

Organisations have social and environmental responsibilities.  They need to make a meaningful contribution to the wellbeing of the communities in which they operate, as well as taking responsibility for their impact on the environment.

· What is your organisation’s involvement in social and community development?
	


· What specific community and environmental activities has your organisation been involved in in the Rockhampton Region?
	


· How does your organisation obtain knowledge of its environmental impact?
	


· How is your organisation addressing its environmental impact?
	


	Actions
	Due Date
	Responsibility

	
	
	


	5
	3
	1

	Demonstrated evidence of:
	A clear indication of:
	The following:

	· Contribution to improved sustainable community outcomes.

· Direct involvement in the organisation of specific community activities in the Rockhampton Region.

· Support for environmental activities or organisations.

· Ongoing research into the environmental impact of business operations.

· Actively seeking to improve environmental outcomes relevant to industry and location.
	· Participation in/support for community activities in the Rockhampton Region, including sponsorship of sporting teams.

· Seeking to minimise environmental impacts.
	· Apathy regarding community and the environment.

	Rating:
	
	

	
	
	· 

	
	
	· 
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