Process Definition Guidelines
Use these guidelines to assess the quality of process definition and thereby to identify areas for improvement

Boundaries & Content

	Principle
	Rationale
	Criteria

	The customers of the process, and the service the process provides to them (outputs), should be clearly defined
	Understanding customers & their needs largely defines what the process should be
	Score 2 points for a clear statement of who the customers are, and how the provided service adds value to them.

	The quality criteria that customers apply to what the process delivers, and implications of quality defects, should be clearly documented & agreed with the customers.
	Clarity about what is to be delivered, when, & how, & the implications of failure in this helps to ensure the process is designed to its optimum.
	Score 4 points if evidence of exploring potential to add value with customers.

Score further 4 points if all outputs have defined quality criteria agreed with customer & covering timeliness & spec.

	The suppliers to the process, and the service the suppliers provide to it (inputs), should be clearly defined
	Defining suppliers helps to determine where the process starts, and with what.
	Score 2 points if all suppliers and provided services are clearly defined. 

	The quality needed of the services provided to the process should be clearly documented and agreed with the suppliers.
	Providing clear guidance to suppliers helps them to take responsibility for serving your process appropriately.
	Score 4 points if all suppliers’ services clearly defined in terms of consistency spec. & timeliness needs, & agreement with the suppliers is documented

	The activities that the process controls (its scope) should be defined and agreed with the organisation of which it is part.
	Determining the scope of the process & what it contains helps ensure there aren’t gaps or overlaps in the organisation
	Score 4 points if there is a clear agreed statement of the scope of the process in terms of what it includes, has responsibility for, and what it does not.


	
	
	Total          /20 points


Process Objectives

	Principle
	Rationale
	Criteria

	The potential of the process in ensuring the organisation achieves its top-level objectives should be fully explored and clearly defined.
	Understanding of potential helps optimise the design and ensure efficiency in delivering top-level performance
	Score 5 points if there is documented comprehensive exploration of the potential for the process to impact on each of the organisations objectives.

(e.g. documented QFD)

	Clear performance targets, for the process to fulfil its potential to support the organisation, should be defined, agreed & documented. 
	A performance contract with the organisation enables the process to focus safely on its specific responsibilities
	Score 4 points if SMART performance targets have been interpreted from the above, & a further 2 points if links are clearly mapped, documented & explained

	The needs of the process customers should be translated into clear performance targets for the process - defined, agreed & documented. 
	The scope & intent to improve customer service should be clearly agreed to maximise the benefits & build partnership.  
In many cases a process will fulfil its organisation objectives through serving its customers.
	Score 4 points if customer requirements have been clearly interpreted into performance targets for the process, & further 2 points if agreed with customer.

(NB for some processes the customer needs and the organisation needs may be identical)

	The organisational and customer performance targets should be reconciled into one coherent set.
	One set of coherent objectives ensures management focus & minimises confusion.
	Score 3 points if customer & organisation targets are clearly reconciled into one overall set to manage the process.


	
	
	Total          /20 points


Process Mapping

	Principle
	Rationale
	Criteria

	The sequences/patterns of activity by which the process fulfils its role, & the interrelationships therein, should be clearly defined/mapped
	Logical models force clarity & build understanding of how things work, that is essential to making the improvement strategy efficient
	Score 10 points if an overall schematic diagram of the process exists, which shows how work flows through the process to deliver customer & organisation needs

	The interrelationship of the process with other processes in the organisation should be mapped and understood
	As above.  Understanding the context of the process helps to ensure that improvement is harmonious and focused on processes working together.
	Score 5 points if there is an overall process map of the organisation with interdependencies; communication and input/output flows for the process clearly marked

	Key sub-processes, where performance is important, should be clearly defined/mapped 
	As above.  Process maps provide insight and the means to manage future improvement in a systematic manner.
	Score 10 points if key sub-processes have been mapped, and are readily available and used

	Processes should be mapped diagrammatically using an agreed standard notation.
	Using a standard approach to mapping ensures they are easily and accurately interpreted
	Score 5 points if all of the above maps conform to agreed process mapping standards


	
	
	Total          /30 points


Process Team, Responsibilities & Reporting

	Principle
	Rationale
	Criteria

	A process team should be appointed to improve process performance 

(This responsibility should be reflected in their objectives)
	Establishing a group with clear organisational mandates for managing process performance will ensure it is improved
	Score 3 points where process team clearly defined.  Score a further 5 points where process improvement objectives are clearly a major part of their PMA

	The process team should be trained in process analysis, & improvement (PSD)
	The process team will be more efficient & effective if they are trained in the skills of their craft
	Score 2 point each (Max 6) for each member of the team trained in: process management/improvement & the PSD

	A monthly meeting of the team should review performance and progress, and plan to address any issues arising
	Regular review ensures issues are picked up quickly, and that performance is actively and responsively managed
	Score 4 points if regular monthly meeting scheduled to objectively review process performance and address issues.

	The team should publish a quadrant chart of process performance on a monthly basis
	Quadrant charts demonstrate clearly what is being managed, and are quick to produce from normal management data
	Score 4 points if regular monthly quadrant chart produced by the team, covering key areas of performance

	The team should have a defined schedule of upward reporting, and liasing with other processes
	Regular communication helps to ensure the overall organisation is kept on track
	Score 2 points if clearly documented schedule of reporting and liaison meeting exists

	The team should have measures of its own effectiveness in under-taking their role, & act on these (e.g. completion of actions)
	Process teams can be variable in their quality.  Measures of team effectiveness helps to address this.
	Score 6 points if team has measures of its own operation, covering aspects such as completion of actions, level of mutual support etc.


	
	
	Total          /30 points


	
	
	Grand Total          /100 points


