Independent Review Worksheet – Sample 
Item 7.2 
	4–6 most significant key factors (KFs) for this Item

	1. Key customers:  Personal consumers (students, celebrities, preteens), personal/business consumers (“outdoors people”), business consumers (truckers, taxi drivers), business/government consumers (emergency service workers) and government consumers (US Dept of Homeland Security). Employees are also customers.

2. Customer requirements: Ease of use, Trendiness, Convenience, Reliability (no dropped calls), low cost, safety and security, Ruggedness, Data and voice capability, encrypted data and transmission.  Requirements vary among customer segments

3. Comparative data sources: Allegiance survey data, HDI, and SooperdooperSoft.
	4. Primary competitors are the five largest cell phone manufacturers, several manufacturers of integrated communication devices, and several dozen competitors in the fragmented cell phone component and ringtone markets.

5. Key success factors: Strong relationship with carriers, Rapid response to marketplace, maintaining strong margins, managing the supply chain, collaboration with suppliers/partners for innovation

6. Main products/services: cell phone communications hardware and software, including accessories, as well as cell phones, communications devices, and ringtone software. Products and services use niche foci such as integration, security, audio-centric interface, maximum mobility, and disabled consumers.

	Item ref.
	Key results—include figure references

(group the results as appropriate)
	Relevant KF
	Levels
	Trends (time frame, direction, rate of change)
	Comparisons used and appropriateness
	Integration of key results harmonized across processes (linked to important segments/groups, products/services, processes, action plan requirements)

	7.2a(1)


	Customer Satisfaction & Dissatisfaction Fig. 7.2-1 to 7.2-6

7.2-1 Allegiance Survey Overall Satisfaction                             

7.2-2 Allegiance Survey  Agility/Response Time

7.2-3 Pulse Survey Results: Overall Satisfaction

7.2-4 Customer Complaints

7.2-5 Ratio of Problem Calls to Positive Calls/Inquiries

7.2-6 Allegiance Survey Ruggedness
	1, 2, 3, 4, 6 
	+ approaching or at goal on all figures presented

+ most levels > 4 on 5-point Likert scale


	+ Improving or sustained positive trends since 2003 in all segments


[image: image1]
	+ Performs well against best competitor where presented

( No comparisons on customer complaints
	+ Data segmented by customer

( Employees not broken out as segment

( Complaints segmented by customer not product; may miss issues relative to one product

+ Fig. 7.2-2 results aligned to applicant definition of loyalty 

+ Fig. 7.2-6 aligns to customer requirement of ruggedness

	7.2a(2)


	Customer Perceived Value including Loyalty and other aspects of Building Relationships

Fig. 7.2-7 to 7.2-12 
7.2-7 Value

7.2-8 Allegiance Survey: Likelihood to Refer

7.2-9 Percentage of Repeat Customers 


7.2-10 Willing to be Contacted

7.2-11 Allegiance Survey Overall Results 2007

7.2-12 Allegiance Survey Results – Relationships and Competitive Position
	1, 2, 3, 4, 5, 6 
	+ all segments at or above 4.5 on 5-point Likert scale in 2007 for Value and Likelihood to Refer

+ 96% repeat customers in 2007

+ >70% customers willing to be contacted in 2007

+ performing at level > 4.5 in 10 of 11 satisfaction dimensions on Allegiance survey
	+ improving or sustained trends in all segments from either 2003 or 2004-2007 

+ improving or sustained trends from 2003-2007

+ improving trends from 2003-2007

( No trending data against closest competitor provided for either result
	+ better than best competitor in all customer segments on Value and Likelihood to Refer 

+ consistently exceeds performance of best competitor from 2003-2007
( No comparisons presented

+ better than closest competitor on 10 of 11 dimensions. Equal to competitor on 11th (battery)

+ better than closest competitor for all customer segments 
	( Not segmented by customer group or product line

( Not segmented by customer group or product line




Were any key requirements, relevant KFs, or key metrics identified by the applicant not addressed? 

	Item ref.


	Relevant requirement, KF, or key metric not addressed
	Why is this gap significant for the applicant?

	7.2a(1)
	No results for the Won Business Survey.


	Determines why customers choose applicant, determines customer expectations, examines customer satisfaction with the buying experience – all indicators of future satisfaction and loyalty.

	7.2a(1)
	No results presented for Allegiance Survey question, “How can we better listen and learn of your needs and future directions?”  



	This was reported as the approach to making improvements to the Allegiance Survey in Item 3.1. Results are reportedly reviewed during Improvement Day.



	7.2a (1) and (2)
	Results not segmented by product line.


	Failure to evaluate results by segment may obscure problems that won’t appear in aggregated results.

	7.2a (1) and (2)
	No results reported relative to ringtone business line.


	This segment represents $200 million in sales for the applicant.


Optional: Overall Item Notes

	Here you can capture a critical thought that relates to the assessment of the Item. It is not intended to be used to capture the full set of comments for the Item or key themes. You will prepare your comments for this Item for the first time during the Consensus Review—not during the Independent Review.

	Although many results are segmented by customer groups, some are not (e.g., repeat customers & “willing to be contacted”) 




Item 7.2 Scoring

	Guidelines
	0–5%
	10–25%
	30–45%
	50–65%
	70–85%
	90–100%

	Levels
	There are no organizational performance results and/or poor results in areas reported.
	A few organizational performance results are reported, and early good performance levels are evident in a few areas. 
	Good organizational performance levels are reported for some areas of importance to the Item requirements.
	Good organizational performance levels are reported for most areas of importance to the Item requirements.
	Good to excellent organizational performance levels are reported for most areas of importance to the Item requirements.
	Excellent organizational performance levels are reported for most areas of importance to the Item requirements. 

	
	
	
	
	
	X
	

	Trends
	Trend data either are not reported or show mainly adverse trends.
	Some trend data are reported, with some adverse trends evident.
	Some trend data are reported, and a majority of the trends presented are beneficial.
	Beneficial trends are evident in areas of importance to the accomplishment of the organization’s mission.
	Beneficial trends have been sustained over time in most areas of importance to the accomplishment of the organization’s mission.
	Beneficial trends have been sustained over time in all areas of importance to the accomplishment of the organization’s mission.

	
	
	
	
	
	X
	

	Comparisons
	Comparative information is not reported.
	Little or no comparative information is reported.
	Early stages of obtaining comparative information are evident.
	Some current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of good relative performance.
	Many to most trends and current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of leadership and very good relative performance.
	Evidence of industry and benchmark leadership is demonstrated in many areas.

	
	
	
	
	X
	
	

	Integration
	Results are not reported for any areas of importance to the accomplishment of the organization’s mission. 
	Results are reported for a few areas of importance to the accomplishment of the organization’s mission.
	Results are reported for many areas of importance to the accomplishment of the organization’s mission.
	Organizational performance results are reported for most key customer/patient/student, market, and process requirements.
	Organizational performance results are reported for most key customer/patient/student, market, process, and action plan requirements, and they include some projections of future performance.
	Organizational performance results fully address key customer/patient/student, market, process, and action plan requirements, and they include projections of future performance.

	
	
	
	
	X
	
	


Guidance: The overall score is not intended to be a numerical average of the elements above; you should select the range and score that are most descriptive of the organization’s achievement level for the Item.

Item 7.2—Overall Score 


  0–5%


10–25%


30–45%


50–65%
Item 7.2 Score   
     70
%

X
70–85%


     90–100%

Group a set of results, as appropriate, rather than listing each one individually.





Summarize data in each evaluation factor column – do not record exact ratings/percentages for every result.





Important to check back in the appropriate process Items for expected results the applicant described.





Line up your observations across the columns, as appropriate, so that other Examiners can follow your evaluation. 








