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Return the scorebook to: Arizona Quality Alliance

Key Factors Worksheet

	To begin the evaluation process, review the applicant’s Organizational Profile and the Organizational Context responses.  List the key business/organization factors for this applicant. “Key” refers to the major or most important elements or factors, those that are critical to achieving the applicant’s intended outcome. This application and criteria, for example, refer to key influences, key challenges, key measures, etc. These refer to those that are most important to the organization’s success. They are essential elements for pursuing and monitoring the desired outcome of the profiled process.

	1. Mission: Do it and do it right.
2. High performance environment where individuals can excel and customers are delighted

3. Business Objectives: Attain highest customer satisfaction level in the industry; maintain competitive advantage; provide stable and secure work environment; expand market share in the Americas by 3% and in Europe and Asia by 10%; continue commitment to corporate citizenship.

4. History: founded in 1954; family business, largest privately held distributor of electronics in world; employs over 6000.

5. Arizona Distribution Center is largest shipping facility in Americas.

6. Products/Services: B2B distributor of electronic components and board-level products to original equipment manufacturers.
7. Customers/types of customers: Manufacturers including Westinghouse, GE, GM, Motorola, Lockheed-Martin, Boeing, Emerson.

8. Competitors: Frontier Services, Universal Logistics, Prichard Distribution, Inc.

9. Recipient of AZ Governor’s Award for Quality


	(For Stage 3, Site Visit Review, Only)  Thinking about the questions in the Organizational Profile, did the team have any new insights about the applicant as a result of the site visit? If so, please describe.

     



Key Factors Worksheet

 Item Worksheet—Item 1.1

	Prepare one Item Worksheet for each Item, capturing the 3-6 most important strengths and opportunities for improvement based on the applicant’s response to the Criteria requirements and its key business/organization factors.

(Use the mouse or arrow keys to move from section to section and within a section)

	Indicate the 3–6 most important key business/organization factors relevant to this Item (from Key Factors Worksheet)
(Use the mouse or arrow keys to move to a new key factor. Hitting the return key will generate an additional number.)

	1. 1) Mission
2. 2) High performance environment
3. 3) Business objectives
	4. 5) Largest facility in Americas
5. 7) Key customers
6.

	Include an indication of the relative importance/strength of the comment by using ++ or - - as appropriate.

Include a reference to the most relevant key factor(s).

Include an indication of which process evaluation factors are addressed in this comment (refer to training material) 

A=Approach

D=Deployment

L=Learning

I=Integration

 (Use the mouse or Ctrl Tab to move to the next column within the comment field; use the Rtn or Enter key to begin a new comment.)

	+/++
	Item Ref.
	KF Ref.
	A/D/L/I
	Strengths (Include figure references, as appropriate.)

	+
	1.1a(1)
	1, 3
	A, D
	The applicant provides a detailed description and flow diagram of the SWIMS process, including inputs, outputs, and feedback points. 

	+
	1.1a(3)
	3, 5
	A
	The applicant provides a number of key process requirements including reduction in labor costs for inventory, a paperless warehouse, and a reduction in cycle time from order receipt to shipment. 

	+ +
	1.1b(1)
	1, 7
	A, D, L
	The applicant used input from all stakeholder groups as well as benchmarking activities and the services of a consultant to design its process. The development of key metrics and the use of process maps as well as statistical modeling enabled the applicant to maintain focus on its key process requirements and test various scenarios during the development phase.

	+
	1.1b(2)
	1, 2
	A, D
	The Lean Sigma Distribution System (LSDS) was used to incorporate cycle time, productivity, cost control, and other efficiency and effectiveness factors into the design of the process. 

	+
	1.1b(3)
	5, 7
	D
	The applicant implemented the process using a phased approach that allowed for monitoring and refinement as the process was deployed to a subunit. Implementation was accomplished by product line with a full review by primary stakeholders.

	+
	1.1b(6)
	3, 5
	L, I
	Improvements to the process are shared across the organization in a variety of ways including meetings, the strategic planning process, videos, CDs, best practices, and benchmarking initiatives.

	
	
	
	
	

	
	
	
	
	

	

	– /– –
	Item Ref.
	KF Ref.
	A/D/L/I
	Opportunities for Improvement (Include figure references, as appropriate.)

	- -
	1.1a(4)
	5
	A
	It is not clear how process requirements are determined. There does not appear to be a systematic process in place to obtain or incorporate input from customers, suppliers, partners, or other stakeholders in the development of process requirements. Without these inputs, the applicant may expend resources for process features that do not contribute to overall customer satisfaction, as expressed in its key business objectives.

	-
	1.1b(4)
	3, 5
	A, D, L
	Although the applicant performs random inspections to identify discrepancies, there does not appear to be a process in place to prevent defects. The emphasis in current methods appears to be on rectifying identified defective shipments. Since inspections are random, this process may not be effective in preventing future occurrences. 

	-
	1.1b(5)
	1, 5
	A, D
	Although the applicant performs monthly, quarterly, and annual reviews of key indicators, these reviews may not provide timely feedback to evaluate and improve the process in a high-volume environment.  It is not clear how the applicant is keeping the process current with business needs and directions, or how customer and business indicators are used to identify improvement opportunities.

	-
	1.1c(1-2)
	2, 3
	A
	Although the applicant provides a large number of performance measures, is it not clear how so many measures can be used effectively to control, manage, or improve performance. It is also not clear who monitors these measures, or whether all measures are reviewed as part of the monthly, quarterly, and annual reviews used to identify opportunities for improvement.

	-
	1.1c(3)
	7
	A
	Although feedback from customers and suppliers is obtained by surveys and through annual supplier visits, it is not clear how this feedback is used in managing the process.

	
	
	
	
	

	

	SITE VISIT ISSUES




Item Worksheet—Item 1.1








Percent Score 60
Item Worksheet—Item 2.1

	Prepare one Item Worksheet for each Item, capturing the 3–6 most important strengths and opportunities for improvement based on the applicant’s response to the Criteria requirements and its key business/organization factors.

(Use the mouse or arrow keys to move from section to section and within a section)

	Indicate the 3–6 most important key business/organization factors relevant to this Item (from Key Factors Worksheet)
(Use the mouse or arrow keys to move to a new key factor. Hitting the return key will generate an additional number.)

	1. 3) Business objectives
2. 5) Largest facility in Americas
3. 6) Products/Services
	4. 7) Customers
5. 8) Competitors
6.

	Include an indication of the relative importance/strength of the comment by using ++ or - - as appropriate.

Include a reference to the most relevant key factor(s).

Include an indication of which process evaluation factors are addressed in this comment (refer to training material) 

Le = Performance Levels    T = Trends  
C= Comparisons      Li = Linkages      G = Gaps     S=Segmentation
(Use the mouse or Ctrl Tab to move to the next column within the comment field; use the Rtn or Enter key to begin a new comment.)

	+/++
	Item Ref.
	KF

Ref.
	Le/T/S/C/Li
	Strengths (Include figure references, as appropriate.)

	+
	2.1a(1) a
	5, 7
	Le, T
	Process performance as indicated by Average Same Day Shipping Percentage has improved over 16% since SWIMS was launched in 2002, with current same day shipping close to 100%.

	+
	2.1a(1)b
	5,7
	Le, T
	Customer errors per million shipments shows a downward trend from 1,675 errors per million in 2001 to 120 in 2004. The lower level of errors may have a positive impact on customer-perceived value and help build positive customer relationships.

	+
	2.1a(1)c
	5,7
	Le, T
	The process contributes to organizational performance in a number of ways. Average Distribution Center Operating Cost Per Customer Shipment has declined from $22.78 to $4.12 since SWIMS was implemented. This level is below the 2003 industry average of over $20.  Productivity per person has increased from 25 to 47.2, surpassing the 2003 industry average. 

	
	
	
	
	

	

	– /– –
	Item Ref
	KF Ref
	Le/T/S/C/ Li/G
	Opportunities for Improvement (Include figure references, as appropriate.)

	- -
	2.1a(2)
	5,7
	C
	The applicant provides a 2003 industry average as the only point of comparison with current performance. This level is outdated and may not reflect improvements across the industry. No best-in-class or competitor comparisons are provided, making it difficult for the organization’s leaders to set goals that can contribute to their business objective of maintaining and expanding their competitive advantage.

	-
	2.1
	5,7
	G
	Although levels and trends appear to be positive in the results provided, it is not clear whether these are the results used to manage the process, or whether additional results are available. The applicant listed a large number of key performance measures in 1.1c(1), however, most have not been provided. 

	
	
	
	
	

	

	SITE VISIT ISSUES




Item Worksheet—Item 2.1








Percent Score 45
Scoring Guidelines
	SCORE
	PROCESS (For Use With Category 1)
	RESULTS (For Use With Category 2)

	0% or 5%
	· No SYSTEMATIC APPROACH is evident; information is ANECDOTAL. (A)

· Little or no DEPLOYMENT of an APPROACH is evident. (D)

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

· No ALIGNMENT between organizational need and the process is evident. (I)
	· There are not business RESULTS or poor RESULTS are reported.

· TREND data are either not reported or show mainly adverse TRENDS.

· Comparative information is not reported.

· RESULTS are not reported for any KEY PERFORMANCE MEASURES or INDICATORS of the process.

	10%, 15%, 20% or 25%
	· The beginning of a SYSTEMATIC APPROACH to the BASIC REQUIREMENTS of the Item is evident. Process and measures are documented. (A)

· The APPROACH is in the early stages of DEPLOYMENT with limited progress in achieving the process goals/objectives, inhibiting progress in achieving the BASIC REQUIREMENTS of the item. (D)

· Early stages of a transition to an approach of evaluation and improvement of the process. (L)

· The APPROACH is aligned with the organizational need(s) and other work areas largely through joint problem solving. (I)
	· A few business RESULTS are reported; there are some improvements and/or early good PERFORMANCE LEVELS for the process.

· Little or no TREND data are reported.

· Little or no comparative information is reported.

· RESULTS are reported for a few KEY PERFORMANCE MEASURES or INDICATORS of the process.

	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 the DEPLOYMENT varies in some functions of the process and in some work areas included in the process. (D)

· The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of the process is evident.(L)

· The APPROACH is in early stages of ALIGNMENT with your basic organizational need(s) identified in 1.0 of the application. (I)
	· Improvements and/or good PERFORMANCE LEVELS are reported in many areas addressed in the Item requirements of the process.

· Early stages of developing TRENDS are evident.

· Early stages of obtaining comparative information are evident.

· RESULTS are reported for the KEY PERFORMANCE MEASURES or INDICATORS of the process.

	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 functions of the process and some work areas included in the process. (D)

· A fact-based, SYSTEMATIC evaluation and improvement PROCESS and some organizational LEARNING are in place for improving the efficiency and effectiveness of the process over time. (L)

· The APPROACH is ALIGNED with the basic organizational need(s) identified in 1.0 of the application. (I)
	· Improvement TRENDS and/or good PERFORMANCE LEVELS are reported for most KEY PERFORMANCE MEASURES or INDICATORS of the process.

· No pattern of adverse TRENDS and no poor PERFORMANCE LEVELS are evident in KEY PERFORMANCE MEASURES or INDICATORS of the process.

· Some TRENDS and/or current PERFORMANCE LEVELS – evaluated against relevant comparisons and/or BENCHMARKS – show areas of good to very good relative PERFORMANCE.

· Process RESULTS address most KEY CUSTOMER, market and PROCESS requirements.

	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 regarding the process are evident; there is clear evidence of refinement and INNOVATION in the process as a result of organizational sharing and feedback. (L)

· The APPROACH is INTEGRATED with the organizational need(s) identified in 1.0 of the application and the organizations mission / vision described in the organizational context description. (I)
	· Current PERFORMANCE is good to excellent in most areas of importance to the Item requirements.

· Most improvement TRENDS and/or current PERFORMANCE LEVELS are sustained.

· Many to most reported TRENDS and/or current PERFORMANCE LEVELS – evaluated against relevant comparisons and/or BENCHMARKS – show areas of leadership and very good relative PERFORMANCE.

· Process RESULTS address most KEY CUSTOMER, market and PROCESS and improvement requirements.

	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 functions of the process or work areas included in the process. (D)

· Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING regarding the process are evident; refinement and INNOVATION in the process, backed by ANALYSIS and sharing and feedback, are evident. (L)

· The APPROACH is well INTEGRATED with the organizational need(s) identified in 1.0 of the application and the organizations mission / vision described in the organizational context description. (I)
	· Current PERFORMANCE is excellent in most areas of importance to the Item requirements.

· Excellent improvement TRENDS and/or sustained excellent PERFORMANCE LEVELS are reported for the process.

· Evidence of industry and BENCHMARK leadership is demonstrated in many areas.

· Process RESULTS fully address most KEY CUSTOMER, market and PROCESS and improvement requirements.


SCORE SUMMARY WORKSHEET

To enter data in this form, double click the worksheet. Enter the Item percent scores in column B. Do not enter data in any other column. The worksheet should automatically calculate the appropriate scores based on the information you enter.

[image: image1.wmf]SCORE SUMMARY WORKSHEET -- BUSINESS CRITERIA 

Total Points

Percent Score 

Score

Summary of 

Possible

0-100% (Stage 1 - Use 5% Units)

(AxB)

Criteria Items

A

B

C

Category 1 

1.1 Category Total

550

0.6

330

Category 2 

2.1 Category Total

450

0.45

203

GRAND TOTAL (D) 

533


   The band descriptor accurately reflects this applicant.
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