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UFMITIANIS NITIILTNITAIULY UAZAINUTIAFIVENNITABLALEN 1LN1IZRNIAL.
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VIUEILAR 1.9.(2) uas 1.2.3)

v s v va v | = a oA o v '3
ANUARINNTUATANUAAVTIIRINAT Hlaulndiuds uaznsUgiinnig vinliasans
m:mﬁml,a:Lm?ﬂmma‘m'am'mLﬁﬂwamﬁiwqmﬂjz&’ﬂmmm%mﬁm‘*ﬁ 15N19 LLa:qufﬁqﬂmu
mmﬁqmi‘wqmﬂjzi’ﬂﬁmmnﬁﬂﬁiﬁmwﬁﬁumﬁLLa:me:gmanﬁu.

VUNEILVR 1.9.(3)

nalnnis@aansmng q asldnienndnlade enadlunisinnalaenss Tnaannuie
a a L8 d‘l [ L ol dll a a o’é‘l ol o L8
aldnnsatind dedausaulatl vivededidnnsetindau visalnaniaingdni. luraneesans
| dy dl Vv v ol va | v 1 ]
nalniantienaulasunlaimunnufesnisteswnatn gnan vsegdduladwde.

ANVFUADSLNELNLLALUDIIUAT Tﬁ@ﬁmﬁmﬂmmsﬁimﬁﬁa.
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2. anun1sniyavavAns (Organizational Situation)
anunisnilBonagnsuevevAnsioa:ls.

N. ANTNUINAAUAIUNTUUNTU (Competitive Environment)

() dvinilunisutlediu (Competitive Position). asAnsagianfulalunisuaedu. esune
PUIALAZNTLALTAURIRIANT Lﬁ@Lﬂ?ﬂmﬁﬂuﬁumﬁﬂﬂuq?ﬁwﬁfﬂmmmlﬁmﬁu. @JILL‘]JIQ
o 1 v
T lsuaziszinnas 13104,

@ naulasuntlasaanuatunsnlunisuaedu (Competitiveness Changes).

4 A o woa Ao . e . 4 o
ngilasulasidA @il TlNafpanILNITRINITLANTUURNR9ANT FAuDINNTLLAsUIL |
NasalaniadniunigasaudinngsulazAnuuiareasls .

@) unasiayaiaulFeuiiay (Comparative Data). sryuvasiuidrAydmindoya

a =) a 1 %3 a = (% :j v a a dl o % a dl
LﬂNLﬂ?‘ﬂumﬂuLLa:LﬂNLLﬁuwu"Luq?ﬂmmmmu i"JJ\IV]Q"]JﬂJ,I“aL‘]NL‘]E‘EILILV]EIUV]ﬂﬁﬂD_I’Wﬂﬁ;?ﬂ"mu.
g =K ) (v v v oa v dJ v = v o %3 v s v
asAnsldadninezlsting @) Tunslaunaedaya viadadndnlunisldlsziamianndaya

AN,

1. UFUMANALNE (Strategic Context)

sryANUiIeiNnagnsuazANUlAL LI AENENAIANAUTINT AUNITLYLIR

N19 AUAMLSURATDLAREIAN LAZATULIAAINS.
UARINT.

A. 3zuuNM9UfulgenanizaALiiunig (PERFORMANCE Improvement)

izuqmﬁﬂi:ﬂ@uéﬁﬁmmmizuum?ﬂ%’uﬂgqmam?ﬁ%ﬁumi $2UDNNT Y LIUNTURNAIANT

Avsungleziduma LLa:miﬂ%f'uﬂa;q‘llmqmma:ﬂi:mumimaqaqﬁﬂi.

AUNBILNG
‘Vlll"]F;IL‘Viﬁ! 2.10.

mmmmnumn@mmwwmamZ? amm?mmwwwamYimaﬁ/?uﬁmwmmamml/
N19UN TG Jan12Ue TS IaeAN T LA A lsAY AU LB YFN9
AEIEAANTL wv@?wYﬁmwmzzuﬁuuﬁyumxmmﬁm? 419NN mﬂﬂuwganiugmwu
Amanzay uaznzlasunuaulande.
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VIUEILAR 2.,

v Vv a < (%3 % & o =] a o s a
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n9Ufimnng Gaudennuleenstvasdayauazansaune tassaiiuas TmusssuaIAng
AAAIUATLITOUAIAIANT UL ANAILAZAAIA UBLAENUATNNTEDUTLUDIATIAUAN
nqugAavinssuuatasAns TanAind nsiaeuutlasasaningleinia viaslannan uay
1gzama. mmiﬁmﬁﬂuL%Qﬂaqmémﬁmuﬁqﬁqﬁﬁﬂﬁmﬁmﬁmm‘immw\'u wiu nasugiin
TUNITFIMUATIAT N1TRANLLL AATINITASINUTANTTL VILaNAINarAINLI1D941e
NNLADNVRINT5 UL ULAYNARNUT . FmsuavAney luuarevananils (eaudv
s o QI 4’ o = ! =1 v v v o
89ANsNIATY Aviiliianulamau e19saudvauaIntsalunieliulrgdeuns
lunsdndules dadudununisusnisianisneaadugnsradisunsu/uauay ToideN
AUNITANLALNTANIT IALTNIT UATZEZ198757051NI7LFN9.

VIUEILAR 2.,

o I a o g v s Ay o = - o =
A191 “gena’ deldniuavAnsiluuarminanils ($IUONENANTNIATE) NUIEON
NI N LA USNA VAN NTONANTTUTEALIANANST.

VUG 2.A.

22UUNS AT IULLBUNUNTTAAUNNLNIA Warsnistiudsenanisanitiunig
HAUNS U UAZNTYIIINTT Fuiiinildlunnsnsaalsifiuss FUimunns 18 awuanig
wazn1ennenangnisliRueasAns., AonuiitheimumEuniaesure il
lunsfulgananisAniiiunisueesins. Luamneitesdnsldmsduiusiuanusly
UAIOIANT %ﬂ‘ﬁ 27199 U ldfTzUL Lean Enterprise, Six Sigma, Plan-Do-Check-Act
(PDCA), 1M3911 1SO (1 9000 vi3e 14000) amsurienisiindula viseimsesile
ﬂ%’uﬂ@qﬁlu 9.

dwdudesunaiiuiivawindell WgAesunainunseiie,
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AU2A 1 NISUNDVANS
(Leadership) (110 A:lluu)

luruaanisinasans inusionunsliRauaedginssauas i uasvinliesAns
Hanudtupnals. uanaind nauAfen udeeruuNsiuAUAIANS (GOVERNANCE

System) muﬁy’ﬁ%miﬁmﬁﬂ’ﬂﬁi’ﬂﬁ@ﬂﬁ@imaé’mﬁgmmﬂ 9388990 WATANUTLHAYRY
AREIAL.
NS:U2UNIS
1.1 msuinhevAnslagduis:Augo (Senior Leadership) (60 A:uUU)
guns:AugolinevAnseguls.

v o & 1

. MaNALKaZAILEL (VISION and VALUES)

(1) PumdEiAdLazAleL (VISION and VALUES)

HUN92AUAY (SENIOR LEADERS) AnttiunisainglslunisnnnumidaidtuasAtiel.

funsauaaniunisadnalalunisananemidaiAtias AdauanisU iR lasnius s Uy

n151189ANS (LEADERSHIP SYSTEM) l1lflaunains HasuauuaziusinsfdiAnl uazgnan
:j va | v | = dl a oA Y o s v =3 1 QIJ
s ddlidwmdsdu 9 ). nmeufiAnuueginsrduaaandiiufananugiu

ARALELURIIANTatiNg 1S,

@ nsdudsunisdseng iR ungruianaznislssngAlfiinasn9iiaseassy
(Promoting Legal and ETHICAL BEHAVIOR)

nsufiAnuasirszavgeuandiviufisanuyeiusanisdsengAufiRanungvuns

waznisUssngAlfiiRecndiasaassunengls. funssfuasas1sanInuInaanluaIANgINaa
wiantaengls.

al. m?ﬁﬂm? (Communication)

HUN92AUA9 (SENIOR LEADERS) ﬁi']Lﬁum?af;iw‘li"lum'a‘ﬁﬂa'mta:a%wmm;dnﬁ’u
fULARING (WORKFORCE) ¥199adAnsuazanmdnnn Hulszsuaaniiiunisluigaa

anlildagnals

o nezRuliiiansdaansinsaldnsaunuaziiulifludnuuzaasianig sauiannsldy
andenunaulail (9
dl Vv =X o Aa QAI o a o | 1 QAI o
o @naslyinaunenissnaulandiannaranusiunanisilasuulasuasasang

o Hunumlpangslunisaslaumainginaliiiinanisaiiunisng wazliarnudido
a - @

> v

NUaN ﬁWLLﬂtﬁ;ﬁ‘a'ﬂ %w—mmdiqm‘iﬁéauéaﬂumﬂﬁmﬁa WAZEINEDITLLTE
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A. WUSNAUATHANITANTLUNITYBIBIANT (MISSION and Organizational PERFORMANCE)

@) msa%wamwmmé’amﬁammﬁmf% (Creating an Environment for Success)

HUN9ZAUAY (SENIOR LEADERS) Anttiunisasing lslunsadtsaninuindauinavinlnasang

tszaupnudisandlutlaatiusazluaunan. funszsuassiunisludassaliiasgngls
9 - —_—

e A39ANMLINADUINE ILTANNTUIIQNUSTA WATANUARDIFITBIBIANT
o UanflaN12E38UST2ALAIANT NITEEUSURILARING UIANTTULAZHALTLAINULAEN
U —_— = 3 - - -

NnuN9UszIduNa lAnaldanenegauAy (INTELLIGENT RISK taking)

° ﬁ%ﬁﬂiﬁuu%‘?’iﬂﬂqiﬁ’]dﬁusﬂﬂﬂuV"Iﬂﬁﬂ‘iLﬁ@ﬂI\?Lﬂ?‘ll AN Nﬂﬁumﬂ\‘lﬁﬂ%’]
e H H

o Tarwsulunisnuunudumensmiunis uaznisiaungihlusunanustesAns

@ nsvinbiiansUHAN198E1935993 (Focus on Action)

FLN9ZALIAN (SENIOR LEADERS) Anitiunnsaendlslunisvinliifianisujifinnsaeniaseds
ialviussgiusiiauasasAns. fihszAugednitunisluFamalililagls

o Vi liARNeUIRNAHanDHANTUTLLINHANIATUNIIUDIBIANTBENNATI

o szyAddRansiinnsUiRet19asedy
o lunsdsarnumanTamananisAniiunig  lARansunftenisadepguauaziiliin

AINANAATBIANAY (VALUE) 52v1anAN waziidulidiwdadu o
q - d 5

o LAAIATIUDINITEANUSUR ATALAIUAUADNITALLLNNTUDIAIANS

nugInm
VUNELe 1.1

NAANENITANTIUNITUANRIANTA9T UL 7.1 - 7.5, HadnsAuLlsaniualad
N19UN9ANTILAZTZULNNTUNRIANT AT e U LT YD 7.4,

VIUEILAR 1.10.(1)

35\*&171’?1116]1@@@\1ﬁmfma?L‘ﬂuﬁaﬁmumu?umﬁm%’uﬁfmqﬂ?:mﬁ@maqméu@umuﬂﬁﬁam?

= Y a U o YV
ninasunainluvae 2.1 waz 2.2,

VUEILAR 1.74.

|
s

v g =X I I | ::
nglaaadiaunaulatl anagiufenisasanagiilussay 9 mnalunazniauan

duALlER vam (tweet) UAAN (blogging) WazNAUNUNBLANNIalng (electronic forums)
TBgNAMAZLARING SIUTINNsAAmUALTIRLAZLARNAELBNUAZABLINGL (9.
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VUEILAR 1.19.(T)

A1suavAne i luuaravanani lsnsavinewiaiataliasiiuas1vuinlun1sv1eau
ﬁ)Q?ﬂa'mﬁﬁ?nfﬁﬁ@\iﬁni?i’f?un7?5”@3754@6:657\7@mllgnW’un"’uyﬁmnﬁ‘ﬁ;f/ummaﬁm
1aTUA e,

VUEILAR 1.1A.(1)

2 QI o < Vv Vv =X QI < QI o I a v
avAnsflsraunnudidanasdilateanuidesnnelssiiuiisnseglugsia sy
LaZAAMINTZALAINLLALNLAZANUAILNT0 TUNITEa LA MIAENTY. a9ANTLsvaL
ANUANFIRBIIAMUANNNTIARLAUBIRBAIUARINITNINEIRa Uiy uazAenisld
ANUARBIAILAZNNTLTNSTANIRTNAELNST B3ANIFRlANUANLITIATEUNTRUADANN
WINABUNNEINA mam warnisUfiRnisluaunan. lunisassanmuandauinaaudisa
< o v o o R = & o o o X
nalutfaqifunazauian guinrsArtadendaduntglunaznieuannie. Jadenani
219uivlnANaIsauazdnsfindayaains nsdnineinsnienldau nalulad
ANILE AUTTOUIVENUBIBNANT TTULNU @an Uil uazgLingnl. msdsrauanudiialuauian
anasesthgnisilaeuudasuuunantay dransformational changes) lusnulaseainauaz
TmusssupsAns. aAnudisaluilaiuiaslusuwanenalafuuanssnuainnisiaeuuasmng o
TupnunaaLarANUIUTELIaIgNAT Tunun1sRy uazlusuanInwIndeuUNg g
ngsrileuuazdeativay. Tutsunuesanudidantmnaliled LulAATaauIRNIsULAL
ANUNANALITHNUNTUszIdunalAnal@anenesausnu (taking intelligent risks) M1azvinlo
asANgLlszaumudda luatnARTL PN IR TUMUNATLLAELA L L IANS LT ALIDIANT ML,
d‘y L2 QI ° =3 Vv S v QI [ %3 IS v a o £
uananil asAnsiiszaumnudiiaafnsianwinesaunlasniauaziaiannind miy
va | v | a dl o av 12 QI o G [~ < dl
yaansuazgdlnaudendrAny. asansntsrauanudidailuasAnsnanusonauauas
' o X . ¥
noAUIdgauazlantanie 4 MiAnIuIINAMULasASEAUTaYALAZANTALINA FIUT
neiasanifadedaindaunarnislasunlasaasaningdenia.

VIUEILAR 1.1A.(2)

nsgatiunstfimniseeneaseiseins s AugenasAiiladnaens yaains szuLay

a s s < 3 dy = v Qll Qll I a Vv a 1 v
LAYAUNSWEUAIRIANT 9l F2UD9AMUNAIAENTENUNTsUsz I T uNa lANaIdeaEnITa LAY
nsauinnesuLarnsLulgen@nninatinenaiilas. @Jﬁ'ﬁ:ﬁuqqﬁmﬁﬂﬁqﬁqaqﬁﬁmmi
maﬂﬁﬁ’ﬁaﬁwﬁﬁqLﬂasl,ﬁmimfmﬂ'i“mﬁL%Qﬂaﬂwémmaqﬁﬂﬁ (Strategic Objectives)
(m 2.2.0(1) Way g fgataaTunIsILELLI e asuLlasdmFuntsilasuula
wmmm mamimauaumamqmmmmamiaumﬂmuuﬂmmmmﬂaammmauiauma
G 9.

ANVTUADSLNELNLLALURITNURT Tﬁqﬁmﬁmﬂmmfﬁimﬁﬁ]@.
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ns:uauMs
1.2 nMsinugasvAnsia:AISULNBBURBEDAL (50 A:uuu)
(Governance and Societal Responsibilities)

mﬁniﬁi’ﬂLﬁumsaaiw‘lﬁum?ﬁ']ﬁ’uQu,amﬁnsl,l,a:ﬁﬁ"lﬁmsq NAAIUAIMUTURATAL
ARAIAL,

n. ma‘ﬁflﬁ'um“uamﬁna‘ (Organizational GOVERNANCE)

(1) sTULNEMALALARIANT (GOVERNANCE System)

[ oA 1 3 9Iq|/ I o ar (3 dld v a
asAngANtiUNTTaend lslunsvinlndulaniiss uunisnNUALARIANINNANUSL N AABLI.

&

agAngATiuNgasinglslunfsnunulazyinlmlsvaumnudsalussuunisniTuaLanIANg
prapa il

t

o MzANnuFUdnraLluN1INgvinvettingTALAY

o NITANUTLNATRUABUKUNAENS

e  N19TANMUTURATRLANUNTNUY

o Anuldsalalunisadiunng

e NFAALRANANZNTTUNIIINNLALABIANT LLazuTﬂUWﬂsLuL?:ﬂdﬂ’]ﬁ‘LﬂmLNH‘?JIBJ,I“E‘]JIW’JG'W?
PBIANNTTUNIITIALAUABIANT (%)

o Anufludaszuaziilszananavninisnsiaadaunielunasnieuan
V) s v | v | =] vy v
. miﬂﬂﬂaqmaﬂ?z‘lﬁﬂﬂjummtgmmuimmmaﬂLLa:gjmanu @)

o NITUHUALNAAFULAUIEMSULLNT ALY

2 N13UszIuNanN1TAIUNIS (PERFORMANCE Evaluation)

asAnsUsziiunanisalun1sun96unT ALAS (SENIOR LEADERS) WaZANENTIUNIT

ffuauaniAngaendls. a3Ansldn191e I IUNANITANTUNITINA LN UAAIAALILNLL

‘]J@Qéll?‘ﬁ"l?@ﬂl"l\i\l?. l’:llﬁﬁ‘izﬁllﬂ\iLLaZﬂmtﬂiﬁfﬂﬂ’ﬁﬁ’]ﬁu@LLﬁﬂ\iﬁﬂﬁ‘I%Nﬂﬂ’\iﬂ?iLﬁu

NamimLﬁumﬁwﬁuLﬁamiﬁmmmuL@NLLazﬂ?uﬂa;qﬂizam%maﬁqmiﬁﬁmﬁﬂﬂaqéﬁﬁ

LAAZAULAZANIAUZNTTUNIT FIUTNTZLLNNTUNRgANgmaldasngls ().

1. nsUszngAdiRniungnuneuaznisdssngalfinacn9iasasssy (Legal and
ETHICAL BEHAVIOR)

() nMsUfiRmungrunawazngszilley (Legal and Regulatory Compliance)

a9AnsALTuNITuazAANIsaNuTn lusungrue nossillsudeiivAl uazaNig
w0euTy NlfanARiuuaznslfianisagnels. asAnsAtiunslusaswalliiaendls
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o Atiunslunsuinudniunuaznstfimnisinansenuluiaunadiny
e AANTIANNTNIIANMUTIAYBIAE9UL (public concems) NLABHARTITILAS
nsUfiRNsTueunan
<

o WTEUNISIINgNABANNTMALATNANTENLMATTat 1l Tiall muﬁqmi@ﬁﬂu
w%’wmﬂiﬁiimﬁLLa:mzmumﬁmm&mqiﬂﬁqﬂmuﬁﬁﬂiz%wﬁma @)

L3 a @ o (QAI o s 41‘ v o a [~
ANANTLNTZLIUNT PR waziidszaspndanas lsinalvnisatiunigiflull

I v o o dl ° N A I dl o 12 d o o Y L2
ANUTZLLEUUIDLNALNNINUANTDANINNINUA (F). BNANTUNTELIUNIT AR uaziisrasn

ell o % o a dl dl dl dl v (%3 a (%2 < a A
nérdnazlslunisaniunigisesanudssiineddesiundniud wazn1sdfiianig
URIDIANS.

1 A a

@ n9lsengRUNtiRae1919388994 (ETHICAL BEHAVIOR)

avAnsAniunsatnglslunsduasuuazaiteanuiulainlfauiusnnaurasesdns

@ 1 A a s = - | a
Lﬂu\lﬂﬂﬂq\\]ﬂ’a?ﬂﬁﬁ\?ﬂ. ANANTUNTCUIUNIT LLﬁzm'J')mV]?@m')‘]]rJﬂmﬂf]ﬂm'ﬂz\lif’LUﬂq?a\‘]Lﬁ?ll

a v a aQ A I A EIJ :: o k% v
LLﬂZm@m’]lﬂWﬂJﬂW?ﬂ’iﬁWﬂmﬂﬂ]_lmﬂﬁl’]\ill"v’iﬁlﬁ‘i‘?ll‘lﬂ’lﬂxmﬂﬂﬂiﬂqﬂimiﬁi‘ﬂﬁﬁ‘qx‘lﬁ\z']_l‘}_lﬂ’]i

dfuguaaedng saunslunistJduiusiuyaains gnan Wusiing fawuey wazgd

] v | ) 4‘ (8 NAaa | a o a dd‘d o
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o | a aQ oA I a a
mmmamiﬂa‘:wn mﬂnu ARENNUATEITTTU.

A. ANUTURATALAREIAL (Societal Responsibilities)
M mmmqnmmé’mu (Societal Well-Being)

s o = X P o 1 A s
asAnsAlaneAunnanuaznalsslarivasdeaumdudiuniclunagniuasy
nsuUfiiAnisiszdanfuatnels. avAnsiidiusiuatnglslunisasaninuanysolunszuy
AInanN A9AN UATLATHENA.

(2) NMIAULAUUYNAU (Community Support)

asAnsAniuntsadadlslunisativayuuazasreanuduudsliungurundiAg
(KEY communities) URIRIANS. ﬂqjmjuﬁ@hﬁmmmmﬁmﬁ@:laﬁw. 29ANTINaN19luUNg

o Y I I :: aal o dl dl I's v = | } dJ =3 41'
ivuRguIuiIna1ieendls saufiaisnisiunisamesAnsazidnludiusiu sesunases
sz leaniannaussouzndnuatatAng (CORE COMPETENCIES). HiNg¥iUge wazLAaINg

sudlafiuimunguruANanIntdls.
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A9t BaeanuiuRnreusedeanludssifuiiiianudrdyediedstoninudiisa
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VUEILAR 1.2
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Tusida 5.1 Lazvida 6.2 ANUAIAL.

VIUEILAR 1.2n.(1)
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VUNEILAR 1.20.(1)
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VUEILAR 1.20.(1)
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VIUEILAR 1.2N.(2)
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VIUEILAR 1.291.(1)
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VUEILAR 1.29.(2)
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7.2 waawsnuganA (Customer Results) (75 A:uuu)
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7.5 waawsmiunisiduna:nanm (Financial and Market Results) (75 A:nuu)
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s s o d‘y g va o dl dl v F 7N~ |
NN9UR489ANg. lutnualiull Inunuaua latnisUs i dswnaiulmiiuin () Ay
LamLﬂumwuaﬂiummmqmﬂammuma LAZ (2) ANUNINNLURIAIANT ABNITASINAIL
aunase VAU UAN LT EueAng wazlaniadmFuuinnesi,

MsUSUIUAsUINTUTNLOAKNL 9 asula fod

nuo2A 1 NISU1DVANS
(Leadership)

o vida 1.1 nshesAnsiaggiingziuge (Senior Leadership) DURINN9NTEYINURY
AouzginlunstiuazyinlviesAnsiaiulu 3 Uszifuiansn laun n) Idermivazailay
Qll Qs a o a L8 s dl Qq{ o vV Ve VvV s
1) NM3ERANT WAz A) TusHAUAzHANTALTUNTI8IRIANT. NsLlFuAeuilyinlv]ldnoud
(=3 = % '3 (‘dl [~ [~ o Y o %
wiunsanuduiusiiumedunalunisnszvinuesdisziuge.

nuom 2 nagns
(Strategy)

e VR 2.1 ﬂ’]'ﬁ"ﬂ?ﬂﬂ/’l’mﬁﬂﬂﬁ (S’rro’regy Development) ﬂ’]JJﬂﬂﬂ’]'i‘W"\)'ﬁﬂﬂﬂﬁﬂV]ﬁ tgIT\‘13~I\‘1L‘Ll‘L‘l
ANGMEE ﬂﬂ‘].l‘lJﬂQﬂ'ﬁ"ﬁ)ﬂﬂ’]‘iﬂ'J’]iJLﬁﬂ\iL‘]Nﬂﬁﬂ‘ﬂﬁeluﬂ\‘]ﬂﬂi mmummmm uumummu
mammau%wugﬁwmuﬂﬂgmmmausL‘vLfimﬂ?:mumfimmuua:?:ummmmﬂ?zamwa.
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nuomA 4 N1SIA N1SIIASIA 1A:NISVANISAIIUS
(Measurement, Analysis, and Knowledge Management)

e 1198 4.1 NN9IA NNFUATIEN LLa:m?ﬂ%’uﬂ@qmamwﬁﬂLﬁumiﬁummﬁm (Measurement,
Analysis, and Improvement of Organizational Performance) in1siiuiilasuinaainudiniau
wazyatiu. derdmuavateizasQninievisasiuiuiieananudideu 1hun darmun
QI o aal a qAQII | a Vv IQII o YV | I dJ v v L3
WenfuIsdiAnTuaa dellagniide 4.2 Tnefudunilarainisdanisannugiaeans.

o Vda 42 NFIANITANTAUNA UAZN1TTANITAIIUS (nformation and Knowledge
Management) Vl,mmiﬂﬂwuLwammuwmmmmwua anunsauldnuesdayauay
ANTAUNA LAz Lfim@mﬂmmmmmmﬂi mummmmﬁmﬁﬂgummﬂmaﬂ Tanmun
Lﬂmﬂumﬁﬂmmmﬂaamnauu‘laﬂimmmazmﬂmmﬁzuumﬁaumﬂimmﬂiﬂa%mmma
6.2 Tmmﬂuéauwﬁlwmmﬁﬂa:ﬂ@uﬁlﬁﬁﬁtysumﬂa:?m%wammmiﬂﬁﬁam? (operational

effectiveness).

nuoA 5 ypains
(Workforce)

o Vda 5.1 aNTNUINADULBILAAINT (Workforce Environment) QNUNIBNITNRIANS
vinlidulanyransvdvunzauivinusssuuetedans IngnssniinnInusssuueteeAns
[~ (% Qs dl a dl 1 =4 o Y
\Hutfdeduindaunnugniureypainsinandiidluida 5.2

e 7dn 52 ANUYNIULBIYAAINT (Workforce Engagement) 01uR¥3EN17183ANS
NansunANUReINsluNsFeuLa AL TesyAaINs lUs S LILNIS TS UAZ NAILNUDI89ANS

nuomn 6 N1sUNUANTS
(Operations)

e A 6.1 NIYUIUNTYINNL (Work Processes) DILINNTZLAUNNTYINNUNAN ATy U89
asAnslpefudaimualaasiumniunil ez AR niInDNANUENAYYIRINTZLAUNNG
WAl uazdinnudInN1sNANsunIANLAEIlUNT0aNULLKARS UTTLAZNTZUIUNTT A,

& o o | | v o v o A v v @ = o o 1
uananil ferrunisdnnisvasiagdnuliluidell ieazvieuliiiunenudAyniu
ANUNTNYBINTZLIUNTYIN U ATy,

o da 6.2 UszAnBuaunnIslf iR (Operational Effectiveness) a1184N19151119
%2 :: Qs QI s o £ olz =< dl N Vv %3
AANNTTTULANTAWNA FaUNNIFNITNeIAnsvinliTulaneAuTenals Aulaansie
waznsinmanulasasauulanlaued szuinenislfifeulng uazifudiunieans
ANUABLITIDIURIEINATEMINIENTAVITAN1IZYNIAL.
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nudma 7 waaws
(Results)

o 190 7.1 NASNEAULAATUNULATNTZLIUNNT (Product and Process resulfs) D119
aANE R ELTLATUNT T LAUNs A uANLaanSaLaz N SN AnLLaanseLulantmiues
WaTTTULNNTENEIANLLaaANe ?ﬁqimﬂmm"ﬂﬁﬁqmmﬁﬂﬁnﬂmm:mumamaﬁﬁ
Lwimmﬁqmmﬁﬁmium@amm'mwaé’wéma?ﬁﬁLﬁumaﬁmaﬁﬁﬁamiﬁﬁLﬁumiﬁﬁy’uﬁiam.

o U ARvYR 7.2 maé’wéﬁmqﬂﬁ’] (Customer Results) LLaz74a 7.3 maé’wéﬁmmmm

(Workforce Results)

e vla 7.4 HAANSAIUNITLUNBIANIUAZNIMINALAUABIANT (Leadership and
Govemnance Results) DIUDINAGNE IUNIFIANITAMULALN LAZNITANTUNTANLAILLALN
A a o = I v . . . v o | 4 & oa o
NuuN9eziiunalAnaldandnesausnu dntelligent risks) AramszntinanAnudeiiugn
JogluderasAnsaniiunisiveysganudisaretasins,

SzUUALIUU
(Scoring System)

o lugiurnessuumz iUy ﬁqmﬁudwmméqﬁmmmﬁ’jaﬁﬁwumLLﬁia:ﬁWﬂﬂmﬁanﬁuﬂﬁﬂ
mqqiﬁ@ﬁéqﬁmmmLm'a:mﬁﬂi uafudefiansaniddnlunslfnzuuy, uenanil 114
Tagemileaselafidedntiu s gatey” Tenialinzuuldaunsosiuiuldludiensuu
ﬁqqnﬂﬁﬁu

o TULUININIFIAAZ LUUNT T UIUNITUAZLUINIINIT IR AL ULNAENS dn19U5y
ANDELNEUDIANATUUY 70-85% @IMTLLUINIY (Approach - A) Lazd1miuszhL
(Level - Le) Tnetianunsunlite iifiuA AN AN 2 1IN9TI9AZ L 70-85% (ROLIALdAS
1BANNUALDEURINITD) LAZANAZUUY 90-100% (ABLAUBNADYBNINUALBEURITIYD
atansLd Tnelutnanzuuy 70-85% 1 aeAnsldsnTudasneuaunsiaiiruacae
Fanun,

AdgUlazlUdARNAan
(Core Values and Concepts)

o ANBBLNEUBINTTUNBIANTRENITNETTAL (Visionary leadership) lAsIUDeN5UARAS
Glﬁl,ﬁuaqmm*«fm%LLa:LﬁﬂflwmQﬁﬂi:ﬁugﬂumiuﬁqﬂwﬁagammﬁmwmmLLa:Tama
Tunnsdfulgeimmn %qLﬂuﬂﬁﬂﬁﬁ@mﬁiﬂuma‘a%qmmL%ﬁuiuéf’aQ’LIW.
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[LUINIVNISMBUINIUT
(How to Respond to the Criteria)

lunisimseuiananseeduseia adasueiuseianisvitanudiladuseaziden
luidetl Wemeligadasarusaneudeivualununng 7 vuinldetallszd@ntua.
HaliAsAaIdnYingIEaLIBN1TUAZ HANTANLTLIL (Application Report) TatimaLdarinnun
UAILNUT 17 198 T9INTLUIUNITUAZHASNS WEALTTIANEI “TUUNTIAAZ UL Uszna
Auuuinunisiazuuu w162 uaz 164). windeyaluaniidinglszasandniveasans
ell % o % | a | < k% dy [=1 ¢« o % L3 dl v
nadasraiuseianuainuiennid ednalsiniy deyatifulsslonidmivasAnsiazld
NUTINTAANINLN T ANBNTU s LT UALLDIAE.

SURU (First Steps)

1. l§au§|ﬁ’aoﬁumruvisq\)iaqrun'lwuri\)mﬁ (Learn about the TQA framework)

« o v a | | v | dy 4' o v s LY
89ANTATTINANUAUABTLAIAN  Awsll ievihanudlanugsaTanunn
WA A

e LHavuno (1 15-69)

e FULNNTIAAZLUL (TN 154)

o DAFIUANN (MTN 130)

o ANBSLNELNUTTIERTD (VTN 83)

2. max Wi padniseuna:neudannunyoviodasi ) vevintur
(Understand how to read and respond to a Criteria item)

numulaseadeguuuresitda e unnmisaTaguWLINGR (ith 10) Fauanalszinm
PDIIBAIUANT ) Vaedle uazuNUURILAAzdIU. AslriAnudAniudaritrustes
PDIAAZUTZIAUNATUN muﬁgmmﬂmaé'm Tarvuame 9 aglugduuurasdniu,
Tuuraztstiiuiansnne I ivatgAniy. asAnssdnauLlsziAuias I nls AU Hagann
ansaumenanavneg ity fednifiuanuunndadlus LN danIHANE AL LN U090 IANS
waldanflufaaienmauriaz Aoy kazanasiunisnauaeAaLlulssiAuRansuAeR Y
dungu muAnumInzay.
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LN UANUINTATBDIANTABNUTIINTAALNTNUMNTNA B4ANTATHANTUULIAN
naeaunsneglunusivaaanne o wevihlidulatwumiiiduszuulunisinnisua
NN9ATIUNNTUANDIANG. FRLNGLUAAAATT TALN AUTTOUSVENURIAIANT UTANTIU
nsldteyauazansaunaiienumunanisaiiunisuarasesininug F9UDIANUNS AL
. o . o
AaNLlagULlaarN19aANITNIgIUas LA,

3. nunautuon1omsifn:uu (Review the scoring guidelines)

NMTAALAINNUANUAITANTSLIUNTITUATHAANS  IRANUNLNIUAITaUR N TN
WuaNNg IARZILUL (TN 162 wag 164). TunsnauAnulumdanszuIunig (Muan 1-6)
IRansndatiadenistssifiunssinunisi 4 seauuimannsliazuuy %ﬂﬁmmﬁﬁﬁm
AUsZALANUANYSIITBILUINNY ANUATELARUIBINTNNENDAENTUSITR ANUATELARY
LLazﬁ"aﬁwmmiGﬂui LLa:ﬂﬁuﬂimmiﬁ’umﬁﬂimaugu 9 lusruun1sdnnsHanIsANLEuNNS.

iRty lunisnaumonulumdenadns muan 7) WRasunnatiadanistszitiu
NAANETG 4 UaauuIntenns Az LU %\ﬂﬁﬂ’l’mﬁ’]ﬁmﬁU?ZﬁUNﬁﬂﬂiﬁﬁLauﬂﬂi@?\i
ANUANATY I LU INAA NG ﬁ?agaﬂ?amﬁmﬁmm:au nsysuNsivesAlsznay
ﬁéﬁﬁtymma‘:uumﬁmmiwam?mLﬁumi‘ummﬁm uazradngraansUFuLgansTIIUNTS.

4. magnutdlonounuigvevAldlAty (Understand the meaning of key terms)

A lUNUTa1ATANUALNELANANY. AINANEITAANLLIRATEIUKTEANINTAANL
dl U g ) dlq v v 1 QI a U a Qs s v )
nlalunaAns AnaaldulpaiuisnanunuiaulaluaNeTuANY (M1 130-152). N19YIN
AU laA et azanslnasanglssiiupuaalAaenaluusii uaz@aansngzuIUNITULAY
maﬁwémmmﬁml,m'%m’mﬂﬁnﬁuﬁqmﬂuua:mﬂu@ﬂmﬁﬂﬂﬁ@ﬂ'wgﬂﬁaq.

5. 15UA28lASVSIVBVANS (Start with the Organizational Profile)

TATITNBIANT (MT 15-21) Lﬂu@gm@'mﬁuﬁmmmuﬁqm {3id09Ansa= 19Nl
Tunnstleniiunuies videldeusen vsenunaunszuaunslaly 2 atel nn3davin
quéwmﬁﬂi%ﬂhﬂmﬁﬂﬁfuﬁhslﬁdmz%ﬁa?ﬁ'qﬁLﬁ'm“ﬁmLLazéwﬁmﬁqma@@ﬁ@ Wusna
LAZHANITANLUNNTURIRIANS.
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uuom\)msmauﬁoﬂaTunuowns:uoun1s
(Responding to Process ltems) (NUON 1-6)

wdninunazyutiunadnsnisAiiunis Ay ueteAns unlarnzfmuadnsiasdnuan
v aa Qs 2 L% s I 1 Vv 12 IS s I Gl N o >
nuaitadeasAnstiosnnn fetiury SeAnsinaandlun visalansinisdiudg
v [ l 1 = ' A A a @ 1% ' o @ Y L% =X 1 o =]
nguiwiseasAnsiiisuAssiuls asdnssndudaadilateamnin vinlur [udu
oz . 4 . ot
WUty wazasvin ezl iaisannsdfudgdvinam,

LAAFIUUIT R TUNLIANTZLAUNIT (MUIA 1-6) NIUUA LINAILADENTLIUNSG
dl ) Qs dl s dll 1 o ) a s v dl °
wammwammmmmmmmmamamiﬂfiuﬂﬁmammﬂmumsmmamﬂﬂmmﬂmm uazunlal

I o

ﬂﬁJJE]VlﬁNﬁ‘]Jﬂ\‘m’]'iﬂ’]Lu‘Hﬂ'ﬁV]ﬂ’] ﬂﬂ_l NN9ILADINAY mmmwmaqmﬁmauaﬂ@uﬂamu@ﬂ

=2

futlavuazANuALYTIlueds e UIsNITUAZHANITANTUNTS. Faty eeAnsaeAnsnay
VEUHIZAND ImﬂLuummummaqmﬁ:mumﬁwmmyLﬂuwaﬂ ANLLLINNNITIAYINLAY
nuMLANTaLnAfasa il

1. 1w lvnwnLIguavAINU “ag1vls” (Understand the meaning of HOW)

Junsmeurteluniannssaunnaitmony tathels asdnIAIsaLIAnNLAINg
BN AL T AU AURINIT LU AN LAAITY UL nsonenangnIsLin
N9ITEUE UAZNITYTUINIG (RTINS AZILY Mih 154). FRALTNAANSAUINARINGN7
VoA maLTI eI AENRE it argnusziliuidu ansauneaias /lddniau line

szLiu” (anecdotal information).

v & 2 A g ,
wansliudauuamsiiilussuy Show that approaches are systematic). WUAINS
Mfuszuy An wumetuatunsaviviselddla wazlddayauazansaumanaliifia
nN9LTEUS. n3a019na1 A1 wuanmeianuilusrutidanuanietiusnisle iy
= s = v s = I v | v dJ ] v ::
Inn9UlFutee Intsadauinngsy wazdnisuiviiuanudsiuetinig Teazasnaliuuimnieiu
. X
ﬁ@:mumm@uuﬂmﬁmnmu.

uanIn9aenandn1sUfia Show deployment). lunismauinna Alsagdisnis
tnuwmehhlgialudiumne o saseeans,

LLaﬂ\?Mé'ﬂg']um%‘G‘ﬂui (Show evidence of leamning). L& mwé’ﬂgﬁumamwamﬁﬂinﬁu
waznslaulgengsuaunig swislanavasmsaiuianssy. wandliiiiudndinmsudeiy
meﬂ%"uﬂgqﬂ’i:mumiﬁuwﬁaﬂmugu 3 mmmﬁ(ﬂiﬁ'mm:awﬁaiﬁﬁmmaﬁﬂui
SALIDIANS,
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LAAINITYTUINTG (Show integration). NsYTUNNNTLARIANLARAARETILTLLLINIG
LAEIAULAZAMUNANNAUTTVIINNTTLIUNTT WU f3TR NMsUTIRNNS wazHadng G2
inlminndsza@ngnmuazUss@nanareatans. nisuandneanuaanAdadllluluinig
RN TUUMIANSZLAUNTUAZ NS AR LT P Tia0 A ARa LML ANAE NS zliulgang
N17ATUNNTURIRIANT. NITABLLNUT L LARIRdAILdenAd il luwuInIaAeIiu
4 12019 Ap

| | s Vo l v Ao o I s
o ludulnsesnesang mssrylvdniauinerlsividAymnensans
o ludunaens mun 2) sareinglszasAiianagng wuddimnig waraussous
o 2 Vv YV @ I I o XK (3 dl 1 L% dl a |

Van1evadAng Aasiandliiiustuaudaielssiaunyuduuinian uaresuigan
nemnemangnisUinusequalantngls

o lunmsiimnziuazniamunulussiunsang ¢hde 4.1) AeduanstlanianesAns
AAINZAUATNLNIUANTAUNANEINUNANNANIUNTNE I MUAGIALIA LA ATY

o lunagns muan 2) uaznsUfiRnie muan 6 AeandiiuedaudnfssLy
NULAZNTZLIUNNTYINNUNTANUEN A ABNANTALTUNT AL IUURIDIANS

2. 1lonownurgvavAIny “o:Is” (Understand the meaning of what)

v

o YV o I o
Waeluruin 1-6 dannu ezl aEl 2 WUy ANU

Aouuuni 1 1flunisonufsansaumanugiuieniunssununisid Ay uazdunaunis
Atiunig. nsmeuuaiedn las uFutinveustalidszlamitng uansnsaalsniiu
visadayatlaundusainisliefunedsnisvinauaeanszuaunisiiu.

° dl | v s L3 L3 B o @ QAI ° [ %3
AronuuuLi 2 unisanulvisnaanung wu dngusrasd ihisrasd visasninndAty
10404ANg1NAR “azle”. AnnumatnuaLsuniNe AN LA A lAAUDIANLADARERY
1 lunuamaimenfiu ma@mﬁqmiuuimﬁm@ﬁ’umma:uumﬁmmimamaﬁhLﬁumi AN
U WeasAnsrimuaIngUsrasAlianagnsudy unulfiisinis MinnanisAntuns uaz
Qs s s lﬂl Ve v '] '] ¢ a '3 T a (ql v v
adnsuaiInsenulTlunuan 7 Aesduiusiuingusrasdidanaegnins sy lisae.
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IHUINVNISABUdBluNUIAWadWs
(Responding to Results ltems) (Nuon 7)

1. yoiduwadwsnisAiiumsvevavrnsidAyian
(Focus on your Organization’s most Critical Performance Results)

N1997EUNAG NS ARIATaLAgUdariTMUATEALIgARBANLENTIVBIBIANTANUN
wandllagnanuinuailulaseseesAng vuinnstiieddngs negng gnAl YAAINT uaz
n19UiImns.

2. s1gvUs:AU tudlliu na:n1sWSeUIAgUY 1Az LaADNISYSIUNTS
(Report Levels, Trends, and Comparisons, and Show Integration)

FYENTUNANITAIUNNG (Report performance levels) 1aeldunnsinnaamunune
1adniau

s1e9unualtiy (Report Trends) LNBLAANTIANINIBNNAGNELAZERIINNTILREULL A
luFasidAty. sevldeyatoundeetnlas 3 sadeyaivelviiuuuiliudmau. wualiy
prsuanduanisaiunisinuunlusanuazfaqiu Tnglusiunanissntunis
dl T\ v dqj = ) ' 1 :: clw v v
fiaranisalld Auauram. uenainid lulinisdndataaiardusivestayauusliy
LLm'ﬂj"Nnmizmdwﬂqjmﬁimﬁamﬁ@mmmmmméfﬁmﬁmmm. dayauuiliulaiiin

s = < | N 1 N v 1 | dy I o o % o o
uwimenadsrazuiuie 5 dvseunnin visetesnan 1 T AustiuAnudAyIaIiIn,
o LY s e’dl o v 3 v 1 1 dld =3 v | v [~ v :j dy
dmiunadnsdAry o evAnsAseeaudayaluiinind feudinazdeliliiuuualtiy il

a v 4‘4 = v I N o ) '3 v
ArasLNauun HunarTauul ity lunaueesiltdad Ay aoe.

fo . d‘l [ I [ o
FERUNTLLTELLAIL (Report comparisons) INALAAINAANENN9LLFRILINAILNLAIANS

a4 A

AUNADNLNALNUNLNZAL UIATEALLALLILALN.

IENUNITUTNUING (Show integration) TAELANINAGNENAAYNIMUALEIBIANT UAY
FWUNAUNGUTAATT (TU AIUNQUANAT YAAINT NTZLAUNNT UATNqUATENERIUT
NdAw).
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nN1smaulnunagvibus:ansSnw
(Responding Efficiently)

1. §708VF9T9BUMUAIINLAEEL
(Cross-reference when appropriate)

QI ‘ilql/ I o 1 o Y = L s QI ) s

Lwa“lmu@mqmmaﬂuma:mm@mmmauuﬂam‘l,ummmﬂmm WAL ANAALIUDLN U]
luidany ¢ Tanuasandadiu Iesansansaedanatlumdesu § auanuminzay
WNUNITNAIITIINANTAUMNALAL, TUNTUAINENT  ATTIENIURNTAUN ATAINTZUAIUNNT
ndndny luideisesnisansaumeaiiu fegnaau ssuunmsiaLuazN1eseuiUeAaNg

| = U o Y v 1 =3 dl a = v

ArenuetvaziBenlilurinde 5.2 uazvinAeanantuTaanIeRmuILATNITTELTaN
ludadu AIsan9aeTita 5.2 TaeliunadasuntstazldtAdILAL.

2. T§gUnuunns:5u
(Use a compact format)

4‘ 'lldy dl aa o a YV a ' o

Lwamﬂﬂjwuﬂumﬂmmﬁmma:mamﬁmmumﬂmmmﬂiz‘[mjuqqum ATULALA
ansaumalinszdulngldunugluaninisinarasny fowcharts) M99 uaziviadu o
(lists). mi@v"ﬁﬁ’m‘%muwﬁﬁﬁuaqmﬂmuém%’ummﬁm‘ma%’mw’iﬁ@mmwLm'\isma
o o dl o o % < a = QI 4‘ o a dl a v o
1innUszasAiieiAulviasAnsiatsunne@and 1Al igalun1suanisann1sasAnsuas
NN99ENUEAANS.

3. T6nsaw uams1o
(Use graphs and tables)

> s | | ° dl Qs v as (dl
nadnsalulnganinaualuglunuinszdulaalinsnuazaise. wadninuans
| 4‘ ] dJ ol Il > 12 4' a YV = s
AumattasluTaailanavile vrauFausuiuesAnsaums Usuliugiuneniu”
daun nisunauslugldnsidiudnivdeyaiinnuuanmneuedauin). sretiuay
nsseuiuliuanudasadaduduiuiurinnunguidanediuunineu 100 Ay
ATUAMUNLIEUINNIINITTIEUILILTWINUggde ldiaus Tneanizdrduau
L3 | lﬂl | QI Gl ddl 2 Q = > ¢ o 2
wiineuldaslumanaiaenuna vealunsliiasansiniaiFeuine uNadwaiuaAng
dl Qld o s | > 1% ] QI =) % dl 2 3
aundIuIuniInuAeTu. Met1ens gl 7.1-3 wansdedayanasAnsanaiiiaus
Tudruntlerasimnauiida 7.1 nadnsmunaniumiuaznszuiunig. ludiulnsegneasans
= | . . G| < Q‘I o a s o a a
11992y Six Sigma uasAtlsznavidrAnyluszuunisdiulseananisanitunig Inedl
aAeAadUNLIe (defects per million opportunities) L{ufATEIAT ML,
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gﬂﬁ 7.1-3 U0uA8ADATUNUIE (Defect per Million Opportunities)

e g fiELAEITTALTAN
i IANSIALTIN
@ LGILTNTGR

' v ]
WL L AR U

2555 2556 2557 2558 2559 2560 2561 _
(AIANNTRL)  (AIANNTIL)

a

ngsenanflusatnanalunissesunalaiaaunazilss@ansua Al

o Wdayaseaziganuniunuisassunuuazmbeineenedniau.
o Tnsuanssvauuazuualiudeyavasninuanissntunisndrdny 1y 1edds
ARATUNLNEL.
v L | =
o UARIHAANS TUTIAMANE ¢ 1.
‘;’ L7~ v lﬂld ) o o o ‘é’
o gnAsTauand iUl mTLATAL.
. LLﬂm\‘ﬁJIm,luﬁLﬂ?ﬂ‘]_lLﬁﬂ‘]_lﬁLmﬂszﬂﬁi%‘l‘fmL’i)‘u.
= = s YV o 1 = Qs 1 a Qs s
o WennsliAgy avAnsatunsauandliiininisdnnguesniiu 3 anandnsioei
Instin1sAnmuNaluLAR AN NARTTUN.
= ' 0 a dl s ydd‘y :: L% I =
o finsaranisainanisAiiunisiFulyelinau saunsnistfullgentne@nuun
<~ v s dll =) s ° a QAI 1 a o « :: Qq{
vranngelaaluil 2560 LHaMEUMINANITAITLUNITNEIULIURIANENAAS U 2. W9l
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(Measurement, Analysis, and Knowledge Management )
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(Measurement, Analysis, and Improvement of Organizational Performance)
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4.2 MSYANISANSAUINA HA:NISVANISAIS
(Information and Knowledge Management)
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unans (Workforce) (nudm 5)

I £% | X aq a ovada o 9 v dl | v 9
VANt AAINgG NaRFUFTRANdAYAULAAINT LiBLNaT1eUATINEN
IiasAnsanimuindauiiinanisaiiunishegiave uazvinliyaainsianuyniuiy
s | a A ] = :: ﬂl o v g Qs Qs 1 QI
29Ans uazialfiReugidmune annanerinliasAnsatunsalfumnanisildeuunlas
uaziszaumnudsa. nal sl,uma?aﬁumuﬁlﬁmﬁmmﬁm%’wmﬂmmmaaammé’mlﬂiuummq
LﬁﬂqﬁuﬁUﬂaqméimﬂﬁqu mmfﬁ%qmaumamfmwLLmuﬁmuqmafmiﬁﬂuémwﬁﬂummm
mmmmu@qnaqmé (VLA 2) A8

5.1 @anwuondauyavyAaINs
(Workforce Environment)

LML

ﬁ’sﬁ’]@ﬁmmﬁqmmﬁmmiﬁm%mmmmmmLLa:é’mqﬁqﬁmﬂmm EMALAUAY
m’mé’@qmiméﬁﬁfulﬂalﬁmummmﬁﬂ?uaiqma SAIUNININDINTNITNVIN I 9ANsTULA
TAdusseniAlunisitewfenyun1sdifeu. eaywmunaieliifinanimuinday
-Qlld a a dll v o o o < dy v
NiisranguandanalinisyinnulesssAnsussguadsauazaiunsaineryulAaINg b,

AAFINA

%mm’mmmﬁ‘ﬂLLﬁ:é’ﬂ?ﬂﬁﬁﬁﬂﬂJaﬁqﬂaﬁﬂ? (Workforce Capability and Capacity).
09A N9 T UF AU N E U AUT UL ARSI T AR LA IO UAZ ARG FaenngLiiy
f«i’]mumuﬁﬁﬁﬂmiﬁmm“amﬁ'ammmﬂmemmmauummﬂ@ﬁ'ﬁﬁﬂm m?a%qauuaaﬁuiﬁ
AUUTUIUTRBUATIN BTN NasanaunuAUI L dusuinsindedmiunssuunns
i aeneTin =T e vaaTNEE A LANANITULARBIN1TALTIUILLN BNl E15e,
mmw"ﬁmumuwmmzammzﬁﬂmwmmmuLﬂuﬁqﬁwﬁmmamméﬁm. nsualiinemein
inAnannsaiA s Tug A nmLanTaLa ERiasluatAn azvinliasdngtinan
Wenadmiunisiineusy nngnana ﬂﬁiﬂ?ﬂLﬂgﬂuﬁﬁLLMﬁQﬂJ@Qi.qIﬂﬁ’]ﬂﬁ‘ WAZNN9LATEIL
AnunSaLdvLNeILAsuLase L,

nnsatilayuyAang (Workforce Support). avAnsailvi lunazaunlainu dlania
unuglunisaiuayuyAaing. fAaeeuednigliLTnis AeEuneAuAzAIN NAngTL
wazlonadu q Hun nslfadinmiidluesdiusuazendnnseu newaun
ANUAMTN U TN LLa:miﬂhﬂqﬂmmﬁmmw%aﬂum-iﬂﬁﬁ’amuslumﬁﬂﬁim'
AANTTUAUNUINITNTRIUUTZIND NITYUARININ U annuiiviney waznisly

104 TQA Ciriteria for Performance Excellence Framework 2018-2019
L ] o .



puthevaeau q nsendasmaeredrafiumensuazldifumanns msldinnsiine
u@ﬂmuaf«mmwuiummm msmmmmm Ageeny  naseugaliameans A
defuinreuasauaFauazifiatdnnsquan flusnnsviauiouiianguuasldsunsu
watsslant msthelimmanulmidagnidnine nedsslenidendeneny saufenisaensina
praunguluneFnmENLIauazaTINInLAsn LA st sReLTlas.
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(Workforce Engagement)
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n1sUfuAnIs (Operations) (NUJA 6)
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FENNAIIAAUNARIATUT (Examples of Product Measures). N19UNGTAATUKARTUT
LLa:u?m'iﬁmm:aJJmisi'fm@ﬁmﬁmmnﬁugmﬁalﬂﬁ nsinAun ey wanisldeau
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Namiﬁmﬁuma‘ﬁﬂuwamﬁm‘v‘fLLa:ﬁfa%’iﬂﬁﬂugﬂﬁﬁ (Product Performance and
Customer Indicators). ANAUAUNUTIZUINNANITANTUNITANUNAANUNUAZLTNTL
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FInlTsANEHALATUTEANENINNTZLIUNNG (Process Effectiveness and Efficiency
Measures). AIALALFTIALT ANSHALAZLS L ANTNINNTLLIUNITAIRATIND
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NMTANIEULBIBIANS.

7.2 waawsmun1syvituanAn
(Customer-Focused Results)

LAAATUN
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Vv [
URRILNA
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7.3 waawsmunsyoiduynans
(Workforce-Focused Results)
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URRILNA

ladE189NAaNEAULAAINT (Workforce Results Factors). T e T e Pt IaR
e livisatiadeiannzantadns. el m@maumqmﬁqmmﬂa@mﬁﬂ N19UIANU
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QII [~ (% ° k% | o %3 QI [ a | Vv o av | k% ql =X a a
Milutlaqaden @y a1UUg19IamluNu LmeLuummymamummﬂawLLammﬂﬁzamma
visanadugns. fieg1eueeinianadugns enalaun nisFnmyaainslviediuesdns
LN BT UNALNAINNN9TE LI ATINITENERIALLULIANDUTILIY ViFONITIALAIUURIFIUIU

4#‘ Yo 41‘ o | | Y o G| o Y o 2
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7.4 WaawsMUNISU1BVANSIA:NISAINUALABVANS
(Leadership and Governance Results)
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mmﬁqﬁ’tyﬂlmmmgquﬁﬂﬁﬁu (Importance of High Ethical Standards). 9ANT
PNTULM RS EERER LLa:LLamélﬁl,ﬁudﬁmiﬂﬁ:wqaﬂﬁﬁaimmwﬁmmgﬂuqq Inel
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s (dl v I's g =3 o [~3 dl 1
HAANENTIENTU (Results to Report). HAANSURNBIANTAITTILDIANUANTANIAALAL
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lunstfiinungssiiauauduandasn ngyune wazngsuiiaudeivdune g wanis
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ﬁ?fﬂﬂ’]ﬁ‘ﬁ'}ﬂaqwﬁﬂﬂﬁﬂ’a (Measures of Strategy Implementation). Lia3a1Na3ANg
FuuINIn ATy lunneiivuafiaimunzay neiaAnuf1IIntITasAILdse
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7.5 waawsmunisioulla:nanm
(Financial and Market Results)

L AMATUN
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m’JﬂVleJ’]“ﬂﬂJﬂ'Mi‘Uﬂ’]’i"i"]EN'm (Approprlofe Measures to Report). uanutiaan
faluida 7.50.0) Miauasimiiadiunstuiininzay anesudeeld sz
ﬁﬂi’imammnu g’m:mumuam (cash position) Hamaumwmqmﬁ (net assets) ARMINAIU
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PAINITANTUNITAIUNITRY NIFLALIEU (collections) NTEENLALEY (biling) N19LFWT
Qﬂwﬁ (receivables) WAZNARALILNUNNNTRL. ATANANTANTIUNNTATUARIABIATILDN
AadanasiAninniegeia wanduginduaznisidignainlni vvadndiusglivas
NPT L,
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Ad8gULAzlUdAANAN
(Core Values and Concepts)
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yuuevlulBos:uU (Systems Perspective)
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fnsdfimniseenadanlasiufuiuuuasuies wazfulsslaadsuiunaliifauaans
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n1sunavAnsag1ddancu (Visionary Leadership)
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(Steps toward Mature Processes)
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SCORE PROCESS

0%
or
5%

Process Scoring Guidelines
(For Use with Categories 1-06)

No SYSTEMATIC APPROACH to item requirements is evident; information is ANECDOTAL. (A)
Little or no DEPLOYMENT of any SYSTEMATIC APPROACH is evident. (D)

¢ An improvement orientation is not evident; improvement is achieved by reacting to problems. (L)

 No organizational ALIGNMENT is evident; individual areas or work units operate independently. (1)

20% or
25%

10%, 15%,

¢ The beginning of a SYSTEMATIC APPROACH to the BASIC REQUIREMENTS of the item is evident. (A)
The APPROACH is in the early stages of DEPLOYMENT in most areas or work units, inhibiting progress in
achieving the BASIC REQUIREMENTS of the item. (D)

Early stages of a transition from reacting to problems to a general improvement orientation are evident. (L)

The APPROACH is ALIGNED with other areas or work units largely through joint problem solving. (1)

40% or
45%

30%, 35%,

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the BASIC REQUIREMENTS of the item, is evident. (A)

The APPROACH is DEPLOYED, although some areas or work units are in early stages of DEPLOYMENT. (D)

¢ The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY PROCESSES is evident. (L)
The APPROACH is in the early stages of ALGNMENT with the basic organizational needs identified in response

to the Organizational Profile and other process items. ()

60% or
65%

50%. 55%,

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 areas or work units. (D)

A fact-based, SYSTEMATIC evaluation and improvement PROCESS and some organizational LEARNING,
including some INNOVATION, are in place for improving the efficiency and EFFECTIVENESS of KEY PROCESSES. (L)
The APPROACH is ALIGNED with your overall organizational needs as identified in response to the

Organizational Profile and other process items. (1)

80% or
85%

70%, 75%.

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to MULTIPLE REQUIREMENTS in the item, is evident. (A)
The APPROACH is well DEPLOYED, with no significant gaps. (D)
Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING, including INNOVATION,

are KEY management tools; there is clear evidence of refinement as a resutt of organizational-level ANALYSIS

and sharing. (L)

The APPROACH is INTEGRATED with your current and future organizational needs as identified in response to

the Organizational Profile and other process items. (1)

90%, 95%
or 100%

An EFFECTIVE, SYSTEMATIC APPROACH, fully responsive o the MULTIPLE REQUIREMENTS of the item, is evident. (A)

The APPROACH is fully DEPLOYED without significant weaknesses or gaps in any areas or work units. (D)
Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING through INNOVATION
are KEY organization-wide tools; refinement and INNOVATION, backed by ANALYSIS and sharing, are evident

throughout the organization. (L)
¢ The APPROACH is well INTEGRATED with your current and future organizational needs as identified in response

to the Organizational Profile and other process items. (1)
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(Process Scoring Guidelines) (Nuon 1-6)
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SCORE RESULTS

0%

Results Scoring Guidelines
(For Use with Category 7)

There are no organizational PERFORMANCE RESULTS, or the RESULTS reported are poor. (Le)
TREND data either are not reported or show mainly adverse TRENDS. (T)

;/: Comparative information is not reported. (C)
RESULTS are not reported for any areas of importance to the accomplishment of your organization’s MISSION. ()
A few organizational PERFORMANCE RESULTS are reported, responsive to the BASIC REQUIREMENTS of the item,
10%, 15%, and early good PERFORMANCE LEVELS are evident. (Le)
20% or Some TREND data are reported, with some adverse TRENDS evident. (T)
25% Litle or no comparative information is reported. (C)

RESULTS are reported for a few areas of importance to the accomplishment of your organization’s MISSION. (1)

40% or
45%

30%, 35%,

Good organizational PERFORMANCE LEVELS are reported, responsive to the BASIC REQUIREMENTS of the item. (Le)
Some TREND data are reported, and most of the TRENDS presented are beneficial. (T
Early stages of obtaining comparative information are evident. (C)

RESULTS are reported for many areas of importance to the accomplishment of your organization’s MISSION. (1)

60% or
65%

50%. 55%,

Good organizational PERFORMANCE LEVELS are reported, responsive to the OVERALL REQUIREMENTS of the
item. (Le)

Beneficial TRENDS are evident in areas of importance to the accomplishment of your organization’s MISSION. (T
Some current PERFORMANCE LEVELS have been evaluated against relevant comparisons and/or BENCHMARKS
and show areas of good relative PERFORMANCE. (C)

Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market, and PROCESS

requirements. ()

80% or
85%

70%, 75%.

Good-to-excellent organizational PERFORMANCE LEVELS are reported, responsive to MULTIPLE REQUIREMENTS
of the item. (Le)

Beneficial TRENDS have been sustained over time in most areas of importance to the accomplishment of your
organization’s MISSION. (T)

Many to most TRENDS and current PERFORMANCE LEVELS have been evaluated against relevant comparions
and/or BENCHMARKS and show areas of leadership and very good relative PERFORMANCE. (C)
Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market, PROCESS, and ACTION
PLAN requirements. (1)

90%, 95%
or 100%

Excellent organizational PERFORMANCE LEVELS are reported that are fully responsive to the MULTIPLE
REQUIREMENTS of the item. (Le)

Beneficial TRENDS have been sustained over time in all areas of importance to the accomplishment of your
organization’s MISSION. (T)

Industry and BENCHMARK leadership is demonstrated in many areas. (C)

Organizational PERFORMANCE RESULTS and PROJECTIONS are reported for most KEY CUSTOMER, market,
PROCESS, and ACTION PLAN requirements. (1)
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