Category 1 - People

Item 1.1 - How do senior leaders lead?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Deployment of Vision, Mission & Values
	
	

	Two-way communication
	
	

	Promoting legal and ethical behavior
	
	

	Ensuring alignment with community goals
	
	

	Creating sustainability
	
	


Item 1.1 – Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment) 

	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 1.2 – How do you help your employees/volunteers accomplish the work of the organization?

	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Recruitment of employees and volunteers
	
	

	Retention of employees and volunteers
	
	

	Identification of training needs, skill sharing


	
	


Item 1.2 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 1.3 – How do you ensure employee/volunteer well-being and satisfaction?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Determination of key factors – well-being and satisfaction 
	
	

	Satisfaction and Motivation Assessment
	
	

	Use of findings to make improvements


	
	


Item 1.3 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 1.4 – How do you govern the organization?

	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Ethical behavior
	
	

	Fiscal accountability
	
	

	Stewardship of public funds
	
	

	Transparency


	
	

	Internal controls


	
	

	Selection/disclosure policies
	
	

	Governance system evaluation and improvement
	
	


Item 1.4 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 1.5 – People Results
	Key Measurement Areas
	Key Results Provided/Not Provided
	Performance Levels
	Performance Trends
	Comparative Performance

	Leadership effectiveness 
	
	
	
	

	Workforce well-being, satisfaction and dissatisfaction
	
	
	
	

	Fiscal accountability and stewardship


	
	
	
	

	Regulatory compliance, legal and ethical behavior
	
	
	
	


Item 1.5 - Scoring

	
	0-10%
	15-35%
	40-60%
	65-85%
	90-100%

	Performance Levels
	No performance results 
	Some performance results provided and show good performance
	Good performance levels are reported in most key results areas
	Good performance levels are reported for all results areas 
	Excellent, national role model  performance results are reported in all results areas

	
	
	
	
	
	

	Performance Trends
	No trend data are provided or trends are adverse
	Little trend data are reported, some trends are adverse
	Developing positive trends are evident in key results areas
	Strong, positive trends exist for all key performance areas
	Consistently exemplary performance trends exist in all key results

	
	
	
	
	
	

	Performance Comparisons
	Comparative information is not provided
	Little comparative information is provided
	Early stages of obtaining comparative information are evident
	Trends and/or current performance levels show good to very good relative performance
	Evidence of benchmark leadership is demonstrated in most areas

	
	
	
	
	
	

	Overall Score**
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%

	
	
	
	
	
	


**(place an “X” beneath the most appropriate scoring band and choose a percentage score within the band that ends with either 0 or 5)

Category 2 - Principles 
Item 2.1 - How do you develop and use customer and market knowledge?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Collection and analysis of voice of the customer information 
	
	

	Use of voice of the customer feedback to make improvements

	
	


Item 2.1 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 2.2 - How do you satisfy and engage your customers?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Building relationships
	
	

	Handling customer inquiries and complaints
	
	

	Assessing customer satisfaction, dissatisfaction and engagement
	
	

	Developing actionable data
	
	

	Implementing remedies and improvements identified
	
	


Item 2.2 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 2.3 - How do you develop and deploy your strategy?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Strategic plan development
	
	

	Strategic objectives, goals and timetable
	
	

	Action plan development and deployment
	
	

	Resource allocation
	
	


Item 2.3 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 2.4 - How do you measure, analyze and review organizational performance?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Tracking operational and organizational performance
	
	

	Using findings to support decision making and make improvements
	
	


Item 2.4 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 2.5 - How do you manage organizational performance and knowledge?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Making needed data available
	
	

	Ensuring data security and eliminating risk due to unforeseen events
	
	


Item 2.5 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 2.6 Principles Results
	Key Measurement Areas
	Key Results Provided/Not Provided
	Performance Levels
	Performance Trends
	Comparative Performance

	Product/Service Performance
	
	
	
	

	Customer Satisfaction and Engagement
	
	
	
	

	Financial Return and/or Budgetary Performance

	
	
	
	

	Mission Impact

	
	
	
	


Item 2.6 – Scoring
	
	0-10%
	15-35%
	40-60%
	65-85%
	90-100%

	Performance Levels
	No performance results 
	Some performance results provided and show good performance
	Good performance levels are reported in most key results areas
	Good performance levels are reported for all results areas 
	Excellent, national role model  performance results are reported in all results areas

	
	
	
	
	
	

	Performance Trends
	No trend data are provided or trends are adverse
	Little trend data are reported, some trends are adverse
	Developing positive trends are evident in key results areas
	Strong, positive trends exist for all key performance areas
	Consistently exemplary performance trends exist in all key results

	
	
	
	
	
	

	Performance Comparisons
	Comparative information is not provided
	Little comparative information is provided
	Early stages of obtaining comparative information are evident
	Trends and/or current performance levels show good to very good relative performance
	Evidence of benchmark leadership is demonstrated in most areas

	
	
	
	
	
	

	Overall Score**
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%

	
	
	
	
	
	


Category 3 - Process

Item 3.1 - How do you manage your processes that create value for your customers?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Key processes that create value
	
	

	Process improvement


	
	

	Measuring process effectiveness


	
	


Item 3.1 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 3.2 - How do you manage your internal and external processes that support your value creation processes identified in 3.1 above?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Key support processes
	
	

	Process improvement


	
	

	Measuring process effectiveness


	
	


Item 3.2 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 3.3 - How do you coordinate internal processes and the contributions of suppliers and collaborators (your “work system”) to deliver value to your customers and achieve organizational success?
	Key Process
	Evidence of systematic approach
	Evidence of deployment

	Taking full advantage of core competencies
	
	

	Deciding which processes are executed in-house versus external resources
	
	


Item 3.3 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%
	90-100%

	Approach
	Not addressed
	No systematic approach, information is anecdotal
	A systematic approach is evident that responds to most of the basic Category  requirements
	A systematic approach is evident that responds to all requirements of the Category
	A mature,  effective, systematic approach that responds to all of the requirements of the Category 
	A mature , effective, systematic approach is evident that is of national role model quality

	
	
	
	
	
	
	

	Deployment
	No deployment is evident
	Early stages of deployment 
	The approach is deployed in most areas 
	The approach is fully deployed with very few gaps 
	The approach is fully deployed with no gaps 
	The approach is fully deployed and has no gaps or  weaknesses in any areas  

	
	
	
	
	
	
	


Item 3.4 – Process results
	Key Measurement Areas
	Key Results Provided/Not Provided
	Performance Levels
	Performance Trends
	Comparative Performance

	Value Creation Process Performance
	
	
	
	

	Support Process Performance
	
	
	
	


Item 3.4 - Scoring (place an “X” beneath the most appropriate scoring band for both Approach and Deployment)
	
	0-10%
	15-35%
	40-60%
	65-85%
	90-100%

	Performance Levels
	No performance results 
	Some performance results provided and show good performance
	Good performance levels are reported in most key results areas
	Good performance levels are reported for all results areas 
	Excellent, national role model  performance results are reported in all results areas

	
	
	
	
	
	

	Performance Trends
	No trend data are provided or trends are adverse
	Little trend data are reported, some trends are adverse
	Developing positive trends are evident in key results areas
	Strong, positive trends exist for all key performance areas
	Consistently exemplary performance trends exist in all key results

	
	
	
	
	
	

	Performance Comparisons
	Comparative information is not provided
	Little comparative information is provided
	Early stages of obtaining comparative information are evident
	Trends and/or current performance levels show good to very good relative performance
	Evidence of benchmark leadership is demonstrated in most areas

	
	
	
	
	
	

	Overall Score**
	0-5%
	10-25%
	30-45%
	50-65%
	70-85%

	
	
	
	
	
	


