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9 Prof;ﬁﬁ‘g:;ﬁg’ﬂfﬁimer 6 e Sl e il /] e
10 Process mapping Lol B el
11 Check-sheet sols S 5
12 Pareto diagram oL slssal
13 Histogram ol S St
14 Control chart J S Jlssas
15 Cause and effect diagram Jsles 5 e s 5l
16 Scatter diagram SAST 1 e
17 | dentify Improvement Areas See sladey Slulis
18 Brainstorming Sy 0L sb
19 Selection matrix ol o Sl
20 | Failure mode effect analysis (FMEA) (FMEA) ol SET 5 o5l ©pe Jos
21 | Improvement activity review checklist 3 Sl (0L e S
22 Success story Cndd g0 Oliuls

(Excellence One Toolbook for Benchmarking) ¢S ag oyl Y-V-\Y

Key Process selection matrix

SIS ladsl Sl s

Assess Process Importance /
Performance

Prioritise Process for Benchmarking
and |mprovement
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Process — process mapping at activity
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level
5 A process Overview Lol b osm
6 Checklist for Plan Phase Completion Sl e b S
7 Secondary Information Sources 450 Dbl b
8 Partner Selection SsBag 5 Olalan Ol
9 Potential Partner Contact o5l Ol an b bl
10 Screening Survey SIS OVl 08 5 Ll
11 Conduct asite Visit Jos 5l sk el
12 | Checklist for collect Phase Completion SLb o sl 1 cnd S
13 Determine Peéfac‘)l;sr:nce Gaps and > Sles alsls e s
14 Process Analysis sl b s
15 Business Case S5 S )
16 Develop Improvement Plans A 5 5D g 6ucjk
17 Evaluate Alternative Solutions Sl sl Sl b
18 Checklisé:)?rzﬁe??cl%se Phase S Al e o gl eSS
19 Forcefield analysis Yo e Jebes
20 Pilot Test L g S
21 | Checklist for Adapt Phase Completion Shb Al e b Gl gl cnd S
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APQP (Advanced Product Quality Planning)
(Design For Manufacturing) DFM

(Design For Assembly) DFA

(Design For Testing) DFT

DFR&M  (Design For Reliability & Maintainability)
DOE (Design Of Experiments)

(Geometric Dimensioning and Tolerancing) GD& T
MSA (Measurement Systems Analysis)
(Production Parts Approval Process) PPAP
(Statistical Process Control) SPC .

DL > < 4o 1~

Sl J g zels CudsS Copie gl pol> )b Y+



Olel Ml 590 (G185 L lojles

& r sl oy YIY

WWW.WWISA.ORG
WORLD WIDE ISTITUTE OF SOTWARE ARCHITECTS

WWW.IRANAWARD.ORG
IRANIAN NATIONAL PRODUCTIVITY & BUSINESS EXCELLENCE
AWARD

WWW.EFOM.ORG
EUROPEAN FOUNDATION FOR QUALITY MANAGEMENT

WWW.BQC-NETWORK.COM
BQC PERFORMANCE MANAGEMENT LIMITED
SUBMISSION WRITERSHANDBOOK 2003

WWW.APQC.ORG
AMERICAN PRODUCTIVITY & QUALITY CENTER (APQC)

WWW.IMO.ORG
INTERNATIONAL MARINE ORGANIZATION
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1) Results Orientation

The Concept
Excellence is achieving results that delight all the
organization's stakeholders.

How the concept is put into practice

In the fast changing environment that is today's
world , excellent organizations are agile, flexible
and responsive as stakeholder needs and
expectations change, often frequently and quickly.
Excellent organizations measure and anticipate
the needs and expectations of their stakeholders,
monitor their experiences and perceptions, and
monitor and review the performance of other
organizations. Information is gathered from both
current and future stakeholders. This information
isused in order to set, implement and review their
policies, strategies, objectives, targets, measures
and plans, for the short, medium and longer term.
The information gathered also helps the
organization to develop and achieve a balanced
set stakehol der results.

Benefits

Added valuefor all stakeholders. o

Sustainable success for al stakeholders. o

Understanding of the current and future o
requirements for performance in order to
Set targets.

Alignment and focus throughout the o
organization

Delighted stakeholders o
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2) Customer focus

The Concept
Excellence is creating sustainable customer value.

How the concept is put into practice
Excellent organizations know and intimately
understand their customers. They understand that
customers are the fina arbiters of product and
service quality. They aso understand that
customer loyalty, retention and market share gain
is maximized through a clear focus on the needs
and expectations of both existing and potential
customers. They are responsive to those
customers' present needs and expectations. Where
appropriate they segment their customers to
improve the effectiveness of their response. They
monitor competitor activity and understand their
competitive advantage. The effectively anticipate
what customers' future needs and expectations
will be and act now in order to meet and where
possible exceed them. They monitor and review
the experiences and perceptions of their customers
and where things go wrong the respond quickly
and effectively. They build and maintain excellent

relationships with all their customers.

Benefits
Delighted customers. o
Strong customer loyalty and retention o
Enhanced market share. o
Sustained success for the organization o
Motivated employees. ©
o]

Understanding of competitive advantage
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3) Leadership and constancy of purpose

The Concept
Excellence visionary and inspirational leadership,
coupled with constancy of purpose.

How the concept is put into practice
Excellent organizations have leaders who set and
communicate a clear direction for their
organization. In doing so they unite and motivate
other leaders to inspire their people. They
establish values, ethics, culture and a governance
structure for the organization the provides a
unigue identity and attractiveness to stakeholders,
leaders at al levels within these organizations
constantly drive and inspire others towards
excellence and in so doing display both role
model behavior and performance. they lead by
example, recognizing their stakeholders and
working with them on joint improvement activity.
During times of turbulence they display a
constancy of purpose and steadiness that inspires
the confidence and commitment of their
stakeholders. At the same time they demonstrate
the capability to adapt and realign the direction of
their organization it the light of afast moving and
constantly changing external environment, and in

so doing carry their people with them.

Benefits

Clarity of purpose and direction within o
organization

A clear identity for , and within , the o
organization

A shared set of values and ethics. o

Consistent and role model behaviors o
throughout the organization

A committed, motivated and effective o
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workforce

and within the o
in turbulent and
changing times.

Confidence in,
organization, even
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4) Management by processes and facts

The Concept

Excellence is managing the organization the
through a set of interdependent and interrelated
systems, processes and facts.

How the concept is put into practice

Excellent organizations have and effective
management system based upon, and designed to
deliver, the needs and expectations of all
stakeholders. The systematic implementation of
the palicies, strategies, objectives and plans of the
organization are enabled and assured through a
clear and integrate set of processes. These
processes are effectively deployed, managed and
improved on a day to day basis. Decisions are
based on factually reliable information relation to
current and projected performance, process and
systems capability, stakeholder needs,
expectations and experiences, and the
performance of other organist ions, including,
where appropriate, that of competitors. Risks are
identified based on sound performance measures
and effectively managed. The organization is
governed in a highly professiona manner,
meeting and exceeding al corporate external
requirements. Appropriate prevention measures
are identified and implemented inspiring and
maintaining high levels of confidence with
stakeholders.
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Benefits

Maximized effectiveness and efficiency o
in delivering the aims of the organization
and its products and services.
Effective and realistic decision —making o
Effective management of risk o
Enhanced confidence of stakeholders. o
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5) People development and involvement

The Concept
Excellence is maximizing the contribution of
employees through their development and
involvement

How the concept is put into practice

Excellent organizations identify and understand
the competencies needed, both now and in the
future, in order to implement the organization's
policies, strategies, objectives and plans. They
recruit and develop their people to match / these
competencies and actively and positively support
them throughout. Personal development is
promoted and supported alowing people to
realize and unlock their full potential. they prepare
people to meet and adapt to the changes required
of them both in terms of operational changes and
personal capabilities.

They recognize the increasing importance of the
intellectual capital of their people and use their
knowledge for the benefit of the organization.
They seek to care, reward and recognize their
people in away that builds their commitment and
encourages their loyalty to the organization. They
maximize the potentiad and the active
involvement of their people through shared values
and a culture of trust, openness and
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empowerment. they utilize that involvement to
generate and implement ideas for improvement.

Benefits

Shared ownership of the organization's o
aims and objectives.

loyal and motivated o
workforce

Highly valuable intellectual capital o

Continuous improvement of capability o
and performance of individuals

competitiveness  through o
enhanced image

Achieved potential o

A committed,

Increased
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6) Continuous learning, innovation and
improvement

The Concept

Excellence is challenging the status quo and
effecting change by utilizing learning to creste
innovation and improvement opportunities.

How the concept is put into practice

Excellent organizations continuously learn, both
from their own activities and performance and
from that of others. They rigorously benchmark,
both internally and externaly.

The capture and share the knowledge of their
people in order to maximize learning across and
within the organization. There is an openness to
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accept and use ideas from all stakeholders. People
are encouraged to look beyond today and today's
capabilities. They are careful to guard ther
intellectual property and to exploit it for
commercial gain, where appropriate. Their people
constantly challenge the status quo and seek
opportunities for continuous innovation and

improvement that add value

Benefits

Improved value generation

Improved effectiveness and efficiency
Increased competitiveness

Innovation in products and services
Knowledge capture and sharing
Organizationa agility
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7) Partnership development

The Concept
Excellence is developing and maintaining value
adding partnership

How the concept is put into practice
Excellent organizations recognize that in the
constantly changing and increasingly demanding
world of today success may depend on the
partnerships they develop. They seek out, and
develop, partnerships with other organizations.
These partnerships enable them to ddiver
enhanced value to their stakeholders through
optimizing core competencies. These partnerships
may be with customers,society, suppliers or even
competitors are based on clearly identified mutual
benefit.Partners work together to achieve shared
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goals, supporting one another with expertise,
resources and knowledge and build a sustainable
relationship based on mutual trust, respect and

openness.

Benefits
Increased value for stakeholders. o
Improved competitiveness o
Optimizing core competencies. o
Improved effectiveness and efficiency o
Improved chances of survival o
Sharedrisk andcost o
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8) Corporate social responsibility

The Concept

Excellence is exceeding the minimum regulatory
framework in which the organization operates and
to strive to understand and respond to the
expectations of their stakeholdersin society.

How the concept is put into practice
Excellent organizations adopt a highly ethical
approach by being transparent and accountable to
their stakeholders for their performance as a
responsible organization. They give consideration
to, and actively promote, social responsibility and
ecological sustainability both now and for the
future. the organization's corporate social
responsibility is expressed in the values and
integrated within the organization. Through open
and inclusive stakeholder engagement, they meet
and exceed the expectations and regulations of the
local and , where appropriate, the global
community. as well as managing risk, they seek
out and promote opportunities to work on
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mutually beneficia projects with society inspiring
and maintaining high levels of confidence with
stakeholders they are aware of the organization's
impact on both the current and future community

taking care to minimize any adverse impact.

Benefits

Enhanced publicimage o

Increased brand value o

Greater access to finance(e.g. socialy o
responsible investment funding)

Healthier and safer workforce. o

Stronger risk management and corporate o
governance

Motivated people o

Customer loyaty o

Enhanced confidence and trust of o
stakeholders.
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THE EFOQM EXCELLENCE MODEL

(AND SOME RELATED TOOLYS)

! FOCUS GROUPS
T STRATEGIC BPR
{ TEAMWORK PLANNING BENCHMARKING
. EMPOWERMENT | CORE COMPETENCES 1SO 9000
- LEARNING MARKET FOCUS SIX SIGMA

EMPLOYEE SURVEYS

CUSTOMER
LOYALTY/VALUE

Leadership

(100)

CHAIRMAN 'SAWARDS
EFQM PRESENTATIONS
PRESIDENT 'S LUNCHES
360 DEGREE FEEDBACK

Processes
(140)

Customer

Results
(200)

Society Results

(60)

ACTIVITY BASED COSTING
SUPPLY CHAIN MANAGEMENT

ICT SYSTEMS
ASSET MANAGEMENT

CUSTOMER FIRST
CUSTOMER FOCUS

| SHAREHOLDER
' VALUE

Key
Performance
Results
(150)

CORPORATE
AND UNIT
SCORECARDS
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Definition

Excellent leaders develop and facilitate the
achievement of the mission and vision. they
develop organisational values and systems
required for sustainable success and
implement these viatheir actions and
behaviours during periods of change they
retain a constancy of purpose. Wher required
such leaders are able to change the direction
of the organisation and inspire otherrs to
follow.
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Definition

Excellent organisations implement their
mission and vision by developing a
stakeholder focused strategy that takes
account of the market and sector in which
it operates. Policies plans objectives and
processes are developed to deliver the

strategy.
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Definition

Excellent organisations implement their
mission and vision by developing a
stakeholder focused strategy that takes
account of the market and sector in which
it operates. Policies plans objectives and
processes are developed to deliver the

strategy.
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Definition

Excellent organisations plan and manage
external partnerships, suppliers and internal
resources in order to support policy and
strategy and the effective operation of
processes. During planning and whilst
managing partnerships and resources they
balance the current and future needs of the
organisations, the cimmunity and the
environment.
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Definition

Excellent organisations design manage and
imporve processes in order to fully satisfy
and generate increasing value for
customers and other stakeholder
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Definition T

Excellent organisations comprehensively
measure and achieve outstanding results
with respect to their customers.
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Definition

Excellent organisations comprehensively
measure and achieve outstanding results with
respect to their people
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Definition

Excellent organisations comprehensively
measure and achieve outstanding results
with respect to society.
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Definition e
Excellent organisations comprehensively ey oS ST b 4 dal e slaolesle

measure and achieve outstanding results with
respect to the key elemens of their policy and | b 5wl 5 el Jool lial b o
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ISO 9001:2000 Requirements ., ISO 9004 :2000 Guidelines
& EFOM Criteria Relationship

Enablers Results

People Results

Leadership

Pollcy & Straregy

Processes

Partnersh| ps & Resources

Customer Results

Society Results ‘

Key
Performance
Results

<

Leadership Processes | 150 14001,0HsAs 18001 |
ISSJ-JA?OM:ZOOO Commitrent 1SO 9001:2000
-1 Management Commi 7.1...7.6 Product realization
5.5 Responsibility, authority 8.2.2 Internal Audit Cufstgrgg(r)ﬁ esél:)g(s)
ety 8.2.3 Monitoring, Measurement | g 5 1 Customer Satisfaction
5.6 Management review Of process — performance —
8.3 Control of non — conforming
Policy & Strategy Product Key Performance Results
1SO 9001 : 2000 8.5 Improvement 1SO 9001 : 2000
5.2 Customer Focus 8.4 Analysis of data
5.3 Quality Policy - Customer satisfaction
5.4 Planning (Targets , Mgmt , System) " - Purchasing
Partnership & Resources
- Processes

1SO 9001 : 2000
6.1 Provosion of Resources
6.3 Infrastructure
7.4 Purchasing

- Product/Services.
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(Abbreviations and Acronyms) laciases Vo—\Y

APQC American Productivity and Quality Center

ASEAN Association of Southeast Asian Nations

e-Commerce Electronic Commerce

BP Business Plan

BPR Business Process Reengineering

C Cost

D Delivery

e-PSO Electronic PSO

EA Enterprise Architecture

ECO Economic Cooperation Organization

EFQM European Foundation for Quality Management

EQA European Quality Award

ICT Information and Communication Technology

IMO International Marine Organization

INPBEA Iranian National Productivity and Business Excellence Award

INQA Iranian National Quality Award

ISO International Organization for Standardization

JUSE Union of Japanese Scientists and Engineers

KPI Key Performance I ndicators

MBNQA Malcolm Baldrige National Quality Award

MR Management Representative

MTBF Mean Time Between Failure

oJr On the Job Training

OHSAS Occupat!onal Health and Safety Assessment Series ( OHSAS_ 180()1)/
Occupational Health and Safety Management System — Specification

PSO Ports and Shipping Organization

Q Quality

QA Quality Assurance

QC Quality Control

ROI Return Of Investment

SP Strategic Planning

SWOT Strength, Weakness, Opportunity, Threat

TEU Twenty Equivalent Unit

TQM Total Quality Management

WTO World Trade Organization
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