Resource - “LIFE OF COMMENT” – EXAMPLES

ITEM 1.2 – STRENGTH


Individual Comment:
AZCO demonstrates leadership in three key public responsibility and corporate citizenship initiatives:  education, human resources and involvement in the Arizona Quality Award process.  Twelve of the thirteen actions listed in Graphic 1.3-1 are linked t one or more of the executive’s personal goals and objectives.

Consensus Comment:
AZCO demonstrates leadership in three key public responsibility and corporate citizenship initiatives:  education, human resources and involvement in the Arizona Quality Award process.  Twelve of the thirteen actions listed in Graphic 1.3-1 are linked to one or more of the executive’s personal goals and objectives.

Final Comment:

From the top to the bottom of the organization, AZCO provided evidence to demonstrate impressive leadership as a corporate citizenship in the community.  All senior executives participate in more than one community involvement initiative with many of them citing leadership roles.  AZCO supported 25 community organizations with cash contributions in 1996.  During site visit interviews, it became clear that many employees and teams at all levels are involved in community action initiatives.

Learning Point:

Sometimes the information discovered during the site visit is so compelling that the final comment is very different from the consensus comment.

“LIFE OF COMMENT” – EXAMPLES

ITEM 1.2 – OPPORTUNITY FOR IMPROVEMENT (OFI)


Individual Comment:
It is not clear specifically how AZCO integrates its Corporate Citizen activities into its performance efforts.


Consensus Comment:
Although the application states that AZCO recognizes the importance of Corporate Citizenship to its business, it is not clear specifically how AZCO integrates these initiatives into its day-to-day business activities.


Final Comment:


While there is a significant amount of community action and corporate citizenship volunteerism at all levels of the AZCO organization, there is limited integration of this activity into the day-to-day business operations.  During the site visit it became clear that there is no formal management goal setting or review for these activities.


Learning Points:

Sometimes a consensus comment uses just one of the individual comments.

Even if a consensus comment uses only of the individual comments, it may be modified for clarity during the consensus meeting.

The final comment written after the site visit should not contain any “not clear” language because information gathered during the site visit should have clarified the issue.

The final comment written after the site visit should not only remove the “not clear” language, but should also contain references to what was found during the site visit.

“LIFE OF COMMENT” – EXAMPLES

ITEM 3.2 – OPPORTUNITY FOR IMPROVEMENT (OFI)


Individual Comment:
It is not clear how customer complaints are aggregated and analyzed for use throughout AZCO.  

It is not clear that AZCO tracks how long it takes for a customer complaint to be resolved.


Consensus Comment:
It is not clear how customer complaints are aggregated and analyzed for use throughout AZCO; also it appears AZCO does not track how long it takes for a customer complaint to be resolved.


Final Comment:

During the site visit it was evident that the complaint/comment and resolution process put in place to capture and track specific customer concerns is not fully deployed and is often very slow in resolving customer issues.  During site visit walkarounds a number of employees were not aware the customer complaint system existed.  One employee commented that the customer complaint system is too slow to be of benefit for his function.  No statistics such as complaint resolution time are tracked.



Learning Points:
Information gathered during a site visit should enable strong wording (“it was evident that …”) in place of the more tentative wording that may have been appropriate for the consensus comment (“it appears…”).

Specific information learned during a site visit may sometimes be very useful in strengthening the final comment.  This may be especially useful for an issue that the site visit team has concluded may be difficult for the applicant to understand and accept as a significant problem.

“LIFE OF COMMENT” – EXAMPLES

ITEM 5.2 – STRENGTH


Individual Comment:
All employees develop annual development plans as part of the performance appraisal process.

Employees may volunteer to serve on teams, councils or community activities to develop additional skills.

AZCO has recently introduced the use of the “Capture Learning” tool to track training.


Consensus Comment:
Every AZCO employee has a development plan jointly prepared and reviewed by the employee and his/her supervisor during the employee’s annual performance appraisal.  In addition employees may volunteer to serve on teams, councils or community activities to develop additional skills.  AZCO has recently introduced the use of a “Capture Learning” tool to improve the tracking of training.


Final Comment:


Every AZCO employee has a development plan jointly prepared and reviewed by the employee and his/her supervisor during the employee’s annual performance appraisal.  In addition employees may volunteer to serve on teams, councils or community activities to develop additional skills.  AZCO new “Capture Learning” tool enables employees to electronically track and report their training courses.  The site visit confirmed that employees extensively use all these training methods and are particularly enthusiastic about the “Capture Learning” tool.


Learning Point:


Sometimes information learned during the site visit can be used to enhance the consensus comment even though the sense of the basic consensus comment does not change.

“LIFE OF COMMENT” – EXAMPLES

ITEM 6.1 – STRENGTH


Individual Comment:
AZCO uses a rigorous and systematic development process that is common for all new product development projects.








AZCO uses cross-functional teams, customer involvement, thorough design reviews, early supplier involvement and assigning a parts manager to each development program as methods to develop new products.


Consensus Comment:
AZCO uses a rigorous and systematic development process that is common for all new product development projects.  This process includes cross-functional teams, customer involvement, thorough design reviews, early supplier involvement and assignment a parts manager to each development program.  Taken together, these methods provide a comprehensive system that ensures that the developed products will meet all customer and internal requirements.


Final Comment:


AZCO uses a rigorous and systematic development process that includes cross-functional teams, customer involvement, thorough design reviews, early supplier involvement and strong supply Management/Engineering collaboration.  Taken together, these methods provide a comprehensive system that ensures that the developed products will meet all customer and internal requirements.  The site visit confirmed that all development projects use this common product development process.


Learning Points:

Sometimes discussion during the consensus meeting will result in adding a “so what” statement to the consensus comment.








Sometimes information found during the site visit will warrant adding a deployment statement in the final comment.
