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170 Martires de Inhaminga

3rd Floor Predio Marcon

PO Box 2677
Maputo, MOZAMBIQUE
Tel: +258 21302 194/5/6/8
 Fax: +258 21431 288   

_______________________________________________________________________________

All CORRESPONDENCE TO BE ADDRESSED TO THE EXECUTIVE SECRETARY

Centres of Excellence


Criteria for Application Assessment and Certification

30.
Preface


41.
Description of applicant


52.
Strategy and Leadership


52.1.
How leaders demonstrate their commitment to create value to the owners, customers and employees


52.2.
How the organisation develops and implements Policies and Strategies at all levels.


73.
Partners and Resources


73.1.
Financial Resources


73.2.
Information


73.3.
Fixed Assets


83.4.
Partner and supplier relations


94.
Human Resources Management


94.1.
How human resources are planned and developed.


94.2.
How human capabilities are sustained and developed.


104.3.
How employees and the organisation have an effective dialogue.


104.4.
How the physical and psychological working environment is nurtured.


115.
Transition


115.1.
How key processes are identified and managed.


115.2.
How processes are analysed and redesigned, and targets are set for improvements.


136.
Output


136.1.1.
Customer Value


156.1.2.
Employee Value


176.1.3.
Financial Value




Preface

This application form is meant to give the assessors an introduction to the applying organisation and direct them in the assessment process. It is important that the applicant describes the status of the organisation as honest and objective as possible. 

This application form follows the same structure as the certification model itself and uses the seven areas in the model as headlines in the forms.

1. Strategy and Leadership

2. Partners and Resources

3. Human Resources

4. Transition

5. Customer Value

6. Employee Value

7. Financial value

The applicant is requested to describe how they work and their results per issue in the business development and certification model. All relevant issues the applicant needs to describe can be found under the seven headlines. Both processes and concrete outputs per area should be emphasized.

A multi-functional team should be established, both to fill in the application form and to be the counterpart for the assessment team from SATA/SADC.

More concrete and specific information about the SATA/SADC Business Development and Certification Model can be found in the handbook for the model. It is strongly recommended that the assessment team reads the handbook before the assessment. 
Strategy and Leadership

How leaders demonstrate their commitment to create value to the owners, customers and employees 

The assessment should demonstrate clearly how….

1. Leaders demonstrate insight and documentation of their knowledge and understanding of stakeholder expectations

2. The expectations are reflected in the company’s strategy and priorities. Documenting consistency is an essential criteria.

3. Strong linkages between the Business Plan, Budget, Sales and Marketing plan, Human Resource Development Plan etc. is ensured.

4. The development and implementation of the management system ensures consistency with the strategy and a thorough understanding of the main drivers of the business.

5. System and structures for developing and implementing improvement programs is documented.

6. Leaders and managers act as role models for the organisation's values and expectations and are actively involved in employee management.

7. Leaders participate proactively in all external relations; customers, suppliers, partners etc.

How the organisation develops and implements Policies and Strategies at all levels.

This aspect includes how the organisation formulates, deploys, reviews and turns policies and strategies into plans and actions using relevant, objective, and comprehensive information and data. 

The assessment should demonstrate clearly how the organisation….

1. Gathers and utilises information relating to:

a. Customer satisfaction

b. Shareholders’ expectations

c. Internal performance indicators 

d. Benchmarking activities and best in class analysis 

e. Social, environmental and legal issues 

f. Economic and demographic indicators

g. New technologies 

h. Etc.

2. Develops and deploys the Business Plan

a. Develop the Mission and Vision Statement

b. Strategic imperatives and values 

c. Maintaining consistency with values, mission and vision

d. Balances the needs and expectations of its stakeholders

e. Identifies present and future competitive advantages 

f. Develops clear and specific objectives and targets 

g. How the process is designed to involve the organisation to ensure realism and implementation.

h. The link to the performance

i. Reviews, updates and improves policy and strategies.

Partners and Resources 

Financial Resources

The assessment should demonstrate clearly….

1. That stakeholders’ expectations are reflected in the financial targets

2. That it is consistency between the Business plan and the access and allocation of funds

3. That the organisation uses a financial management system to monitor the financial performance regularly

4. That a system for cash-flow management is applied

5. That investment analysis is carried out before allocating resources for investments and the ROI (Return On Investment) is monitored.

Information

The assessment should demonstrate clearly how….

8. Employees on all levels have access to relevant information to comply with the job expectations and perform in accordance with them.

9. The organisation has a clear communication policy to support the distribution of the right information, to the right time, to the right target group. 

10. The organisation is given information regularly about the performance of the company

11. There are formal channels for information in the organisation.

Fixed Assets

The assessment should demonstrate clearly how they…

12. Optimise assets according to the strategy and business model

13. Manage the maintenance and utilisation of assets to improve the total asset life cycle performance

14. Manage the security of assets.

Partner and supplier relations 

The assessment should demonstrate clearly how the organisation…

3. Develops and optimises partner and supplier relations according to the business model

4. Manages the supply chain from supplier to customer, with particular focus on ensuring quality in all parts of the chain.

5. Has regular meetings with suppliers and partners to strengthen the relations through value adding for all parties

Human Resources Management

How human resources are planned and developed. 

Issues to assess should include how the organisation…

15. Aligns the human resources plan with the business plan, to ensure a supportive link.

16. Uses employee satisfaction surveys in the development processes. 

17. Uses a performance based approach to human resource management and development.

18. Aligns its remuneration, redeployment, redundancy and other terms of employment with policy and strategy.

19. Allocates financial resources to support the implementation of the Human Resource Development Plan.

20. Organises and follows up on the implementation of the plan. 

How human capabilities are sustained and developed. 

Areas to address should include how the organisation:

21. Aligns individual and team objectives with the organisation’s targets, and reviews individual and team objectives accordingly

22. Appraises and helps people improve their performance 

23. Identifies, classifies and matches people's knowledge with company needs, and manages recruitment and career development 

24. Establishes and implements training plans 

25. Promotes continuous learning and encourages and supports individuals’ and teams’ participation in improvement 

26. Designs the recognition system to sustain involvement and empowerment

How employees and the organisation have an effective dialogue.

Issues to address should include how the organisation:

27. Identifies communication needs between management and employees

28. Ensures that effective communication channels are established and maintained

29. Ensures effective vertical and horizontal communication. 

How the physical and psychological working environment is nurtured. 

Areas to address could include how the organisation: 

6. Promotes awareness and involvement in health, safety and environmental issues 

7. Sets the level of benefits (such as pension plan, health care, child care, etc.) 

8. Promotes social and cultural activities, and provides facilities and services (flexible hours, transport, etc.). 

Transition

This part of the model looks at the actual production, the factory itself. The key issue in the transition phase is:

How the organisation and processes are managed, analysed and developed according to the priorities of the company and customer needs?

How key processes are identified and managed.

The company must provide evidence or make probable…

30. How they have identified the overall structure of their Business System

31. The definition of the corresponding core processes

32. The establishment of process ownership and management 

33. The implementation of performance standards per core process

34. The use of performance measurements in process management 

35. Predefined procedures for solving interface issues inside the organisation and with external partners if necessary.

 

How processes are analysed and redesigned, and targets are set for improvements. 

Areas to address could include how the organisation…

36. Has a clear methodology and approach for analysis, redesign and change of the processes.

37. Utilises information from employees, customers, suppliers, other stakeholders, competitors, and benchmarking data in setting standards, priorities and targets for improvements

38. In change processes both incremental and breakthrough improvements are in focus

39. Actively searches for and implements new designs, technology and operating philosophies  - showing a creative and innovative attitude

40. Manages the implementation of new or changed processes 

41. Ensures sufficient communication prior to process changes 

42. Ensures that necessary training has been conducted before implementation 

43. Reviews process changes to ensure that predicted results are achieved, and implements corrective actions if necessary

Output

Customer Value

The main issue in this area is: 

How the organisation understands the customer needs, creates value to the customers, and ensures that they act upon the feedback from them.

Size, structure and loyalty of customer base

Understanding the customer base - the recruitment, mobility and turnover - is an important knowledge for every business. Knowledge of these processes becomes essential to build capability in the organisation to acquire, develop and retain customers. These are the basic processes of Customer Relation Management.

Issues to address should include how the organisation…

44. Analyses and understands the customer base 

a. The size

b. Churn and loyalty

i. Intention to repurchase

ii. Willingness to buy other products and services from the organisation

iii. Willingness to recommend the organisation

iv. Duration of relationship

v. Effective recommendations

vi. New or lost business

vii. Repeat business

c. National and regional customers

d. Degree of external customer vs. internal customers (customers from the owner company(s)) 

e. Purchasing behaviour 

45. Works with an integrated Customer Relation Management 

a. Sales processes

b. After sales processes

c. Service processes

d. Knowledge sharing  - using customer master database

Understanding customers needs and perceptions

The organisation must document its processes, routines and procedures for how they work with the customer relations with the purpose of understanding their needs and through that satisfy their customers

What is the organisation achieving in relation to the satisfaction of its customers?

Issues to address should include how the organisation…

46. Measures the overall customer satisfaction using surveys, focus groups, ratings, etc.
47. Develops a thorough understanding of the overall image or brand of the training centre

a. Accessibility

b. Communication

c. Flexibility 

d. Pro-active behaviour and responsiveness 

e. Friendliness

f. Professional 

48. Products and services are evaluated by the customers

a. Sales and after-sales support

b. Quality of staff, courses, facilities and handouts

c. Method of delivery

d. Documentation 

e. Relevance of the product portfolio 

f. Price and competitiveness

g. Innovation and time-to- market

h. Handling of complaints

Initiate and the launch improvement programmes 

 Issues to address should include how the organisation:

49. Documents the executive management commitment and participation in the processes of strengthening customer relations

50. Customer relations play an important part of the company’s management system

51. Ensures that the whole organisation understands and shares the same perception of the relationship between the company and customers.

52. Develops improvement programmes and development projects to strengthen the relationship and the loyalty in the customer base.

53. Follows up on the progress and results of all improvement initiatives

Employee Value

The key issue here is: 

How the organisation generates value to the employees through a thorough understanding of their needs and priorities. 

Size, structure and loyalty of employees

Understanding the employee base - the recruitment, mobility and turnover - is an important knowledge for every business. Understanding employees’ behaviour, skills and motivation is one of the key management tasks, and a basic requisite to generate value to the employees 

Issues to address should include how the organisation…

54. Analyses and understands the inventory of employees. 

a. The size

b. Competence and skills

c. Salary level

d. Mobility; recruitment, career development and turn-over

e. Grievances

f. Gender

g. National and regional comparisons utilising benchmarks, if available 

h. Performance 

i. Absenteeism and sick leave

55. Works with an integrated Employee Relation Management 

a. Planning processes

b. Mobility processes

c. Development processes

d. Service processes

Understanding of employees needs and perceptions 

The organisation must document its processes, routines and procedures for how they are working with the employee relations with the purpose of understanding their needs 

What is the organisation achieving in relation to the satisfaction of its employees?

Issues to address should include how the organisation…

56. Measures the overall employee satisfaction using surveys, performance management, and assessments addressing
a. Motivation

b. Learning

c. Management and leadership

d. Strategy and targets

e. Communication and cooperation

f. Quality and customer orientation

g. Physical working conditions

h. Recognitions, rewards and salary level

i. Job satisfaction

57. Develops a thorough understanding of the overall image of the company in the labour market

a. Reputation

b. Management and leadership

c. Salary level 

d. Working conditions

Initiate and launch improvement programmes

58. Document the executive management commitment and participation in the processes of strengthening employee relations

59. Employee relations play an important part of the company’s management system

60. Ensures that the whole organisation understands and shares the same perception of the relationship between the company and employees.

61. Develops improvement programmes and development projects to strengthen the relationship and the loyalty in the employee base.

62. Follow up on the progress and results of all improvement initiatives
Financial Value

The key issue in this part of the certification concept is:

How the organisation generates value to the owner(s)

63. Profit and loss account

a. Development in revenues

b. Development of costs

c. Degree of fixed vs. variable costs

d. EBITDA

64. Others

a. Return on equity

b. Long term shareholder value

c. Company Legal Status
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