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•SUGGESTION SCHEMES
•NVQ’s
•WORKS COUNCILS
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•MANAGE BY WALKING ABOUT

•MENTORING

•COACHING
•MANAGING CHANGE

•UPWARD APPRAISAL
•360 FEEDBACK
•COMMUNICATING
•WORKOUT

•‘OPEN DOOR’ POLICY
•SAYING ‘THANK YOU’

•LISTENING & ACTING ON WHAT IS HEARD

•INVESTORS IN PEOPLE

•HR PLANS
•APPRAISALS

•EMPLOYMENT LAW
•RECOGNITION SCHEMES

•HEALTH & SAFETY

•TRAINING NEEDS ANALYSIS

•EMPOWERMENT

• STRATEGIC PLANS
• OPERATIONAL PLANS

• MILESTONES •VISION, MISSION, VALUES, ETHICS

•MANAGEMENT FRAMEWORK
•PERFORMANCE MEASUREMENT FRAMEWORK

•BALANCED SCORECARD
•POLICY DEPLOYMENT
•CRITICAL SUCCESS FACTORS

•PEST & SWOT ANALYSES
•LEARNING ORGANISATION

•INVESTMENT APPRAISAL•TOTAL FACILITIES MANAGEMENT•ENVIRONMENTAL POLICIES•PRODUCT SAFETY

•PARTNERSHIPS

•PFI / PPP

•JUST IN TIME / KANBAN

•KNOWLEDGE MANAGEMENT
•FINANCIAL MANAGEMENT
•IT INITIATIVES

•ISO 9000

•SERVICE LEVEL AGREEMENTS

•KEY PROCESSES •CUSTOMER RELATIONSHIP
MANAGEMENT

•WEB SITES
•E COMMERCE

•KITEMARK
•QUALITY ASSURANCE
•QUALITY FUNCTION DEPLOYMENT

•SIX SIGMA
•OPERATIONAL EXCELLENCE
•KAIZEN
•5S

•BENCHMARKING
•STATISTICAL PROCESS CONTROL•BUSINESS PROCESS REENGINEERING

•STAFF PERCEPTION SURVEYS

•FOCUS GROUP RESULTS

•FEEDBACK FROM APPRAISAL

•18001

•SICKNESS RATES•INVOLVEMENT IN IMPROVEMENT TEAMS
•STAFF TURNOVER

•TRAINING HOURS

•ABSENTEEISM RATES

•CUSTOMER SURVEYS
•CUSTOMER FOCUS GROUPS
•MYSTERY SHOPPER RESULTS

•CUSTOMER AWARDS
•SURVEY RESPONSE RATES

•RECOMMENDATIONS

•COMPLAINTS
•DEFECT/ERROR RATES
•CUSTOMER RETENTION

•ENVIRONMENT/ ISO 14001
•COMMUNITY SURVEYS•PRESS COVERAGE

•LOCAL EMPLOYMENT
•WASTE REDUCTIONS
•REGULATORS•CHARITY DONATIONS

•UTILITY CONSUMPTION
•POLLUTION LEVELS

•BEST VALUE
•GERSHON
•LEAN

•FINANCIAL RESULTS

•KEY PROCESS PERFORMANCE

•GOOD GOVERNANCE

•OFSTED
•CHARTER MARK
•KINGS FUND AUDIT
•LOCAL AUTHORITYINDICATORS

•COMPREHENSIVEAREA ASSESSMENTS

•COST OF QUALITY

•MARKET SHARE

•CREDIT RATINGS

•STOCK TURNOVER

•TIME TO MARKET

•SUPPLIER PERFORMANCE

•ROE, ROCE, RONA, EPS

•DIVIDENDS

CONTRIBUTION
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LEADERSHIP

STRATEGY
� STRATEGIC PLANS
� OPERATIONAL PLANS
� MILESTONES
� PEST & SWOT ANALYSES
� LEARNING ORGANISATION
� BALANCED SCORECARD
� POLICY DEPLOYMENT
� CRITICAL SUCCESS FACTORS
� PERFORMANCE MEASUREMENT

FRAMEWORK
� BEST VALUE
� KEY PROCESSES

PEOPLE
� INVESTORS IN PEOPLE
� HR PLANS
� APPRAISALS
� TRAINING NEEDS ANALYSIS
� EMPOWERMENT
� SUGGESTION SCHEMES
� NVQ’s
� WORKS COUNCILS
� EMPLOYMENT LAW
� RECOGNITION SCHEMES
� HEALTH & SAFETY

P’SHIPS & RESOURCES
� PARTNERSHIPS
� PFI / PPP
� JUST IN TIME / KANBAN
� KNOWLEDGE MANAGEMENT
� FINANCIAL MANAGEMENT
� IT INITIATIVES
� INVESTMENT APPRAISAL
� TOTAL FACILITIES MGT
� ENVIRONMENTAL POLICIES
� PRODUCT SAFETY

PROCESSES,
PRODUCTS &
SERVICES

� ISO 9000
� SERVICE LEVEL

AGREEMENTS
� BENCHMARKING
� STATISTICAL PROCESS

CONTROL
� BUSINESS PROCESS RE-

ENGINEERING
� SIX SIGMA
� OPERATIONAL EXCELLENCE
� KAIZEN
� 5S
� KITEMARK
� QUALITY ASSURANCE
� QUALITY FUNCTION

DEPLOYMENT
� CUSTOMER RELATIONSHIP

MANAGEMENT
� WEB SITES
� E COMMERCE
� GERSHON
� LEAN
� WORKOUT

PEOPLE RESULTS
� STAFF PERCEPTION SURVEYS
� FOCUS GROUP RESULTS
� FEEDBACK FROM APPRAISAL
� TRAINING HOURS
� ABSENTEEISM RATES
� SICKNESS RATES
� INVOLVEMENT IN

IMPROVEMENT TEAMS
� STAFF TURNOVER
� 18001

CUSTOMER RESULTS
� CUSTOMER SURVEYS
� CUSTOMER FOCUS GROUPS
� MYSTERY SHOPPER RESULTS
� COMPLAINTS
� DEFECT/ERROR RATES
� CUSTOMER RETENTION
� CUSTOMER AWARDS
� SURVEY RESPONSE RATES
� RECOMMENDATIONS

SOCIETY RESULTS
� ENVIRONMENT/ ISO 14001
� COMMUNITY SURVEYS
� PRESS COVERAGE
� CHARITY DONATIONS
� UTILITY CONSUMPTION
� POLLUTION LEVELS
� LOCAL EMPLOYMENT
� WASTE REDUCTIONS
� REGULATORS

KEY RESULTS
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� FINANCIAL RESULTS
� KEY PROCESS

PERFORMANCE
� ROE, ROCE, RONA, EPS
� CONTRIBUTION
� DIVIDENDS
� STOCK TURNOVER
� TIME TO MARKET
� SUPPLIER PERFORMANCE
� COST OF QUALITY
� MARKET SHARE
� CREDIT RATINGS
� OFSTED
� CHARTER MARK
� KINGS FUND AUDIT
� LOCAL AUTHORITY

INDICATORS
� COMPREHENSIVE AREA

ASSESSMENTS

� VISION, MISSION,
VALUES, ETHICS

� MANAGE BY WALKING
ABOUT

� GOOD GOVERNANCE
� MENTORING
� COACHING
� ‘OPEN DOOR’ POLICY
� MANAGEMENT

FRAMEWORK
� SAYING ‘THANK YOU’
� LISTENING & ACTING ON

WHAT IS HEARD
� UPWARD APPRAISAL
� 360 FEEDBACK
� COMMUNICATING
� MANAGING CHANGE
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