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EXECUTIVE SUMMARY  
 

This report shows the key findings and actions that resulted from a research project to 
identify the value and impact of business excellence frameworks (also known as quality 
award frameworks). The research aimed to identify the relevance of business excellence 
for long-term competitiveness and sustainability in Asia, and to determine what, if any, 
changes to the frameworks were required in terms of their design or application. In 
addition, the research aimed to explore how companies applied business excellence 
concepts and practices and the assistance they required on their journey to business 
excellence.  
 
The research focused on five countries: India, Japan, Republic of China, Singapore, and 
Thailand. Participant organisations were from the private sector and ranged from early 
adopters of business excellence to award winners. Research data was collected by means 
of a comprehensive on-line survey, discussion groups, and interviews with award winners. 
In total, 74 companies completed the survey, 21 discussion groups were held, and 13 
award winner interviews were undertaken. 
 
The key findings from the research were:  
 

·  Companies reported that business excellence had a major impact on their 
competitiveness and performance. 
  

·  Companies indicated that the frameworks were relevant for long-term 
competitiveness and sustainability, and only minor changes to the design of the 
frameworks (if any) were needed.  
 

·  Time and effort should be put into making the frameworks simpler to 
understand; the value of the frameworks needs to be more clearly 
communicated. 
 

·  Innovation—and how it relates to business excellence—needs to be more 
clearly explained to companies. 
 

·  Companies want increased assistance with benchmarking and learning from 
best practices.  
 

·  While awards are important, they are for recognition and not the prime motivator 
for the majority of companies. The prime motivator is to “become world-class”.  

 
Once the research had been completed, the findings were analysed by members of the 
Asia Productivity Organisation (APO) at the Conference on Quality Award Systems; the 
following initiatives to advance business excellence in the region were proposed: 
 

·  To develop a business excellence training manual for assessors and consultants, 
and to deploy the manual.  
 

·  To develop a website of benchmarking, best practice and business excellence 
information to serve the needs of companies.  
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·  To provide capability-development assistance to business excellence award 
administrators. In particular, to assist administrators of immature or non-existent 
award systems to move to an advanced stage of maturity. This will likely 
necessitate a guidebook, the sharing of best practices between administrators, and 
mentoring by advanced administrators.  
 

·  To encourage and/or support networking/best practice sharing between countries 
through events, visits and forums.   
 

·  To repeat the APO research on business excellence at regular intervals (with some 
modifications, for example, using hard data to measure the impact of business 
excellence).    
 

·  To collect and publish case studies on best practices, as well as on how business 
excellence is helping companies to improve.  

 
It is now the role of the APO, the Centre of Excellence (COE) and the Regional Steering 
Committee for Advancing National Quality Award Programs to develop a clear plan of 
action for these initiatives, and to see whether all or a few can be undertaken in the near 
future.  
 
In conclusion, the research has made a significant contribution to the understanding of 
business excellence, its application and impact within Asia. The research and actions 
stemming from the research will benefit: 
 

·  Asia’s national productivity organisations (NPOs) in providing relevant and effective 
services to assist companies on their journey to excellence. 
 

·  Asia as a whole, as a result of the Asia-wide strategies and services, which will be 
implemented by APO, COE and APO members to help more companies advance in 
business excellence. This is likely to lead to greater productivity and 
competitiveness within the region.  
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1. Introduction  
 
This report shows the key findings and actions that resulted from a research project entitled the 
Impact of Business Excellence Framework Adoption by Enterprises in the Viewpoint of CEOs and 
Adopting Organizations.  
 
This research was commissioned by the APO Secretariat following a meeting of the Regional 
Steering Committee for Advancing National Quality Award Programs in October 2008. The 
Regional Steering Committee was made up of national productivity organisations from India, 
Japan, Republic of China (ROC), Singapore and Thailand.  
 
Dr Robin Mann, from the Centre for Organisational Excellence Research (COER) was assigned to 
lead the research project, reporting to APO’s Programme Officer, Duangthip Chomprang.  
 
The research officially started on August 8, 2009 and concludes with the publication of this report 
on March 1, 2010. 
 
The report captures the main findings from the research. At a later date, COER intends (with the 
consent of the APO) to undertake further analysis of the unique data set arising from the research, 
and to publish the findings in academic journals. 
 
1.1 Purpose and Scope of the Research 
 
The broad aims of the research were: 
 

·  To identify the performance results and outcomes achieved by organisations that use a 
business excellence framework in APO countries. 

·  To identify the relevance of business excellence for long-term competitiveness and 
sustainability in the region, and to determine what (if any) changes to the frameworks 
were required in terms of their design or application.  

·  To find out how award-winning organisations view innovation, and whether they consider it 
as being adequately reflected in the business excellence criteria.  

·  To identify potential best practices or opportunities for improvement in the support 
services that NPOs provide to organisations on their business excellence journey (from 
services ranging from increasing awareness of business excellence to award 
administration services). 

 
The scope of the research was:  
 

·  To focus on five APO countries: India, Japan, Republic of China, Singapore and Thailand. 
·  For participant organisations to come from the private sector, and preferably include a mix 

of small to medium-sized enterprises (SMEs) and large organisations. 
·  For there to be a range of participant organisations, from early adopters of business 

excellence to award winners. 
·  For there to be a minimum of 20 participant organisations per country. Ideally, ten of these 

were to be award winners (with an absolute minimum of five award winners per country).  
 
The research findings were then to be shared with the Regional Steering Committee and all other 
APO member countries at the Conference on Quality Award Systems in Bangkok, Thailand 
(December 15-18, 2009).  
  
The purpose of the conference was to analyse and discuss the findings of this research so that key 
initiatives to advance business excellence within the region might be agreed. In addition, the 
conference sought to help member countries obtain a common and clear understanding of the 
issues facing the region as a whole; it also sought to assist member countries to develop specific 
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strategies or actions to address business excellence-related issues in their own country.   
 
1.2 Definitions 
 
Definition of Adopter: For the purpose of this report, an adopter is an organisation that has 
undertaken at least one assessment (either self-assessment or external assessment) of its 
performance using a business excellence framework. 
 
Definition of Business Excellence Framework: A framework used for national quality award 
assessments. This assumes that it follows a similar design to the Baldrige and EFQM excellence 
models.  
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2. Research Methodology 
 
The research methodology consisted of: 
 
1. An on-line survey to obtain the responses from organisations with some experience in business 

excellence (from early adopters to award winners) in five APO countries. 
2. Workshops to: 

a) promote the survey and assist participating companies to complete it. 
b) obtain in-depth feedback on “business excellence”. This to be achieved by dividing 

workshop participants into small discussion groups of four to eight people; they would 
then discuss key business excellence issues, and present their views back to the whole 
workshop.    

3. Interviews with senior managers—mostly Chief Executive Officers (CEOs)—of award winners.  
 
Table 1 describes the research methodology and project timeline.   
 
Table 1: Research Methodology and Project Timeline 
 

Date Task Completed 

8 August 2009 Official start date of project. Work began to design a template of potential 
survey questions.    

18 August 
2009 

The template survey was sent to the Regional Steering Committee for comment 
and agreement on the broad areas to investigate and the questions to ask.  

24 August 
2009 Feedback obtained on template survey.    

31 August 
2009 

Draft survey designed and sent to the Regional Steering Committee and APO 
for comment.  

5 September 
2009 Feedback obtained on draft survey.   

8 September 
2009 Final survey designed. 

8 September 
2009 Preparation work began for the workshops, discussion groups and interviews. 

10 September 
2009 

Countries were sent the final survey (in English) and translation of the survey 
began. The survey was translated into Chinese, Japanese and Thai.  

14 September 
2009 On-line English version of survey implemented.  

19 September 
– 2 October 
2009 

The survey was promoted and workshops undertaken in India, Japan, ROC- 
Taiwan, Singapore and Thailand:  
·  India: 21-23 September, 6 discussion groups at workshop, 3 award winner 

interviews 
·  Singapore: 24-25 September, 4 discussion groups at workshop, 3 award 

winner interviews 
·  Thailand: 26-28 September, 4 discussion groups at workshop, 3 award 

winner interviews 
·  ROC-Taiwan: 29-30 September, 4 discussion groups at workshop, 1 award 

winner interview 
·  Japan: 1-2 October, 3 discussion groups at workshop, 3 award winner 

interviews.  
Participants at the workshops and interviews were senior management that had 
a good understanding of their organisation’s business excellence approach, 
including its impact on organisational performance. The survey included the 
following instructions for completion: “The survey should be completed by the 
person (or team of people) that have a good understanding of your company’s 
business excellence approach and its impact on your company’s performance. 
This person(s) is likely to be a member of your senior management team or 
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obtained the views of these people when completing the survey.” 
28 September 
2009 Chinese, Japanese and Thai versions of the on-line survey implemented. 

2 October –  
20 November 
2009 

NPOs encouraged workshop participants—and others that could not attend the 
workshop—to complete the on-line survey.  

20 November 
2009 

Close off of on-line survey. In total, 74 companies from the following countries 
completed the survey: India (27), Japan (10), ROC (6), Singapore (19) and 
Thailand (12).  

20 November 
2009 

Work began on preparing a preliminary report and presentation for the 
Conference on Quality Award Systems. 

15 - 18 
December 
2009 

Conference on Quality Award Systems held in Bangkok, Thailand. After 
reviewing the preliminary report and listening to Dr Robin Mann’s Findings on 
Business Excellence presentation, participants reached agreement on the key 
business excellence priorities for the region. Representatives from the following 
countries attended the conference: China, Fiji, India, Indonesia, Iran, Japan, 
Malaysia, Mongolia, Philippines, Singapore, Sri Lanka, Thailand and Vietnam. 
Supporting resource persons were Hans Cornelis van Beek (Netherlands), Dr 
Robin Mann (New Zealand), C.V. Jagadish (Singapore), Thomas E. 
Schamberger (United States), and David Spong (United States).  

1 January 
2010 

Work began on preparing the final report, entitled the Impact of Business 
Excellence/Quality Awards on Enterprises. 

1 March 2010 Draft report completed.  
1 June 2010 Final report completed. 
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3. Findings (and Potential Actions) 
 
This section summarises the findings from the survey, discussion groups and interviews of award 
winners. These findings were presented by Dr Robin Mann at the Conference on Quality Award 
Systems. Copies of the full survey results and discussion group notes are presented in Appendices 
A and B.  
 
The findings are divided into the following sections: 
 

·  Impact of Business Excellence  
·  Design of Business Excellence Frameworks 
·  Awareness of Business Excellence  
·  Application of Business Excellence  
·  Business Excellence Awards  

 
For each of these areas, the Strengths (positive points from research findings) are shown first, 
followed by the Areas for Improvement (negative points from research findings), followed by a list 
of Potential Actions to address the areas for improvement. N.B.: the Strengths, Areas for 
Improvement, and Potential Actions were proposed by Dr Robin Mann following analysis of the 
research data. These were then reviewed by the conference participants and amendments made.  
 
 
3.1 Impact of Business Excellence 
 
This section presents the findings on the value and impact of business excellence (BE). In 
particular, it considers whether BE is beneficial, and if it is relevant for long-term competitiveness 
and sustainability.  
 
3.1.1 Strengths (Positive Points from Findings)  
 

·  More than 90% of surveyed companies improved their BE scores since their first 
assessment. This indicates that BE leads to improved BE scores.  

·  On average, the companies surveyed improved their performance from “average” 
performance in their industry before their first BE assessment to “above average” 
performance. This performance improvement was indicated for all of the following business 
enablers: leadership; strategic planning; measurement; analysis and knowledge 
management; customer focus; workforce focus/people management; and, process 
management. It was also indicated for the following business results: product and service 
results; customer-focused results; financial and market results; workforce-focused results; 
process effectiveness results; leadership results; and, social responsibility results.  

·  83% of surveyed companies believed that BE was “very important” or “essential” to giving 
them a competitive advantage. 

·  59% of surveyed companies believed that BE was responsible for their systems and 
performance being “significantly better” than they would have been otherwise. 

·  All surveyed companies expected sales, productivity and profitability to grow over the next 
year and into the future; those companies with the highest levels of BE maturity indicated 
the highest growth.  

 
3.1.2 Areas for Improvement (Negative Points from F indings) 

 
·  38% of surveyed companies believed that their systems and performance were “slightly 

better”—and 3% “no better”—since beginning a BE approach. There is an opportunity for 
these companies to obtain a better outcome from BE.  

·  40-50% of surveyed companies did not measure their investment or returns from BE. 
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3.1.3 Potential Actions to Address the Areas for Im provement 
 

·  Companies and countries should continue to invest in BE. International and Asian data 
supports the case that BE increases the likelihood of long-term competiveness.  

·  Conduct an in-depth study to: (a) identify key success factors in those companies that have 
experienced high returns of investment (major benefits) from BE; (b) identify the 
problems/challenges companies have faced that have experienced low returns of 
investment (minor benefits). To find reasons for both (a) and (b), a detailed analysis of the 
survey data or in-depth case studies is required. 

·  To educate BE adopters on how to measure return on investment using hard data. 
Measuring BE-related initiatives and their success may help companies to obtain a higher 
level of buy-in to BE. 

 
 
3.2 Design of Business Excellence Frameworks 
 
This section presents the findings relating to the design of BE frameworks. In particular, it 
considers whether the frameworks are relevant to current business needs and what 
innovations/changes to the frameworks are required.   
 
3.2.1 Strengths (Positive Points from Findings)  
 

·  83% of surveyed companies were “very confident” or “extremely confident” that the BE 
framework provides a reasonably accurate assessment of BE and, at most, only minor 
changes to the framework are required. (This finding was also supported by survey results 
which showed that BE appeared to help companies equally across all the BE criteria; this 
indicates that the framework is balanced.) 

·  82% of surveyed companies were “very confident” or “extremely confident” that the BE 
framework is a good framework for assessing sustainable competitiveness and, at most, 
only minor changes to the framework are required.  

·  On average, BE was considered as “very important” to surveyed companies in helping 
them to achieve their 15 most common long-term goals. In addition, BE was rated as of 
more than “moderate importance” for helping the surveyed companies to achieve each of 
the 15 most common long and short-term goals. 

·  The discussion groups agreed that the design of the BE frameworks is relevant in today’s 
business world, and that the frameworks helped companies to address the major current 
and emerging challenges facing businesses.   

 
3.2.2 Areas for Improvement (Negative Points from F indings) 
 

·  Of the most common long-term goals, BE was least helpful in assisting surveyed 
companies to meet the following:   

-  business model changes 
-  market growth internationally,  and  
-  succession planning and recruitment.   

 However, even for these, BE was considered as of more than “moderate importance” in 
helping companies to reach their goals. 

·  Of the most common short term goals, BE was least helpful in assisting surveyed 
companies to meet the following:   

-  market growth within country  
-  fiscal accountability and financial management 

 However, even for these, BE was considered as of more than “moderate importance” in 
helping companies to reach their goals. 
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·  When asked a specific question on innovation, 70% of award winners indicated that the 
frameworks should have an increased focus on it (this view was reinforced by some 
supporting written comments). However, when presented with the “innovation goal” in 
comparison with other goals, the respondents did not identify that the frameworks were 
lacking in this area.  

 
3.2.3 Potential Actions to Address the Areas for Im provement 
 

·  Researched companies acknowledge the frameworks are good models for BE and 
sustainable competitiveness; therefore, a major review or revision of the frameworks is not 
recommended.   

·  Minor modifications to the frameworks may be required to provide greater assistance to 
companies with goals related to: business model changes; market growth internationally; 
market growth within country; succession planning and recruitment; fiscal accountability; 
and, financial management.  

·  In future revisions of the framework, it is recommended that the core concepts and values 
of BE are emphasised and their relationship with the framework is made more explicit, as in 
the EFQM model (refer to Appendix C, slide 2 for further information). This design-related 
action will help to address areas for improvement highlighted in Section 3.3.2 on 
“Awareness” concerning a lack of understanding of business excellence. 

·  The role of “Innovation” in business excellence should be explained more clearly as some 
companies do not understand how it is reflected in the framework. In particular, there may 
be a need to clarify the definition of “Innovation” in the BE framework or emphasise the role 
and importance of the core concepts and values of BE of which innovation is an integral 
part. 

·  Elaborate or revise the guidance documents to make the concept of BE more easily 
understood. 
 
 

3.3 Awareness of Business Excellence 
 
This section presents the findings concerning companies’ awareness of BE. It considers the 
reasons why companies decide to follow a BE path, as well as the effectiveness of national 
productivity organisations in raising awareness of BE.  
 
3.3.1 Strengths (Positive Points from Findings)  
 

·  97% of surveyed companies believed that BE frameworks can be used by any type of 
organisation to enhance their management systems and improve performance. 

·  97% of surveyed companies understood that BE frameworks are built on a set of core 
values and concepts.  

·  The most important reason indicated for a company to use a BE framework was to become 
world class; therefore, the frameworks are viewed as ways of raising performance to world-
class levels.  

·  The second most important reason indicated for a company to use a BE framework was a 
decision by the CEO. This indicates how important it is for BE administrators to promote BE 
to key decision makers within a company.  

·  The surveyed companies indicated that the most beneficial BE activities  currently provided 
to generate awareness were:  

-  marketing of BE to CEOs and BE awards at the national level 
-  efforts to raise the profile of the BE award 
-  workshops/training in BE. 
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3.3.2 Areas for Improvement (Negative Points from F indings) 
 

·  34% of surveyed companies believed that the prime purpose of a BE framework is to 
assess a company’s management systems and performance so that an award can be given 
to the best company.  

·  25% of surveyed companies indicated that they did not understand the meaning of BE, 
while 36% indicated that the benefits from BE are not clear. Discussion groups also 
emphasised these points; they also revealed that companies do not understand how BE 
differs from other approaches.  

·  60% of surveyed companies indicated that winning an award was of “moderate” or 
“essential” importance to them when making their decision to follow a BE path. (This finding 
is highlighted as a potential area for improvement, since it indicates that many companies 
might be pursuing an award rather than focusing on sustaining excellence within their 
company.) 

·  Discussion group participants thought that BE was not positioned as an attractive option, 
particularly for SMEs, as it appeared too complex and long term, and the benefits were not 
clearly articulated.  

·  The surveyed companies indicated that the three awareness activities on which BE 
administrators should give highest priority were:  

-  marketing of BE to CEOs/senior managers 
-  workshops/training in BE 
-  raising the profile of the national BE award. 
 

3.3.3 Potential Actions to Address the Areas for Im provement 
 

·  BE should not just be marketed as “BE” or “continuous improvement”. BE frameworks help 
companies to improve in a multitude of ways; therefore, marketing materials should reflect 
this. In particular, BE should be promoted as an overarching framework within which other 
business initiatives fit.  

·  More education on BE frameworks is required to emphasise that they are assessment 
frameworks, and that companies should focus more on embedding the core values and 
concepts of excellence within their companies.   

·  More resources should be directed towards promoting BE to CEOs and senior managers, 
and showing how it can add value to businesses (both in the short term and long term).  

·  More thought should be given as to how to promote BE to SMEs, so that it is seen as a 
practical and beneficial in the short and long term. For example, through the development 
of a simplified BE publication which describes the awards criteria in business-friendly 
language.  

·  Countries need to learn from each other about how to raise the profile of the awards (in 
some countries, the awards already have a high profile). Awards are a key mechanism for 
raising the profile of BE, and maintaining the commitment of current adopters and award 
winners. However, when promoting the awards, care needs to be taken to ensure that the 
awards themselves do not become the main goal (as only a few companies can win an 
award). The main focus should be to attract a large number of companies to embark on a 
journey of BE.  

·  There are a broad range of interventions that can be undertaken to increase awareness of 
BE. These include: 

-  promotion of  BE via websites 
-  marketing of BE to CEOs/senior managers 
-  marketing of BE to managers/employees 
-  obtaining the assistance of assessors to promote BE 
-  obtaining the assistance of companies that already use BE to promote BE 
-  conference on BE 
-  workshops/training in BE  
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-  presentations from award winners 
-  press releases on BE 
-  access to simple-to-understand publications that explain BE and its benefits 
-  encouraging schools to promote and teach BE to their pupils 
-  encouraging tertiary institutions to promote and teach BE to their students 
-  encouraging industry/membership-based associations to promote  BE to their 

members 
-  encouraging government institutions to promote and use BE  
-  having BE Awards at the local level (by city or area of a country) 
-  raising the profile of the national BE award. 
 

All BE administrators should consider which interventions will bring the largest increases in 
awareness in the short and long term, and design and implement an appropriate 
awareness plan.  

·  BE administrators are encouraged to exploit their existing networks and involve many 
stakeholders (public and private sector) to devise and implement an awareness plan. 
Involving stakeholders has been a key success factor for those countries with a high level 
of BE awareness.  

·  It is recommended that BE Administrators regularly measure levels of BE awareness to see 
if their interventions are having success.   

 
 
3.4. Application of Business Excellence 
 
This section presents the findings on how companies try to improve their performance through the 
application of BE core values and concepts. It considers how companies use the BE criteria, the 
main barriers to BE and how effective NPO services are at helping companies to obtain the most 
benefit from BE.  
 
3.4.1 Strengths (Positive Points from Findings)  
 

·  BE is helping companies to address a wide variety of issues (supply chain management, 
company growth, governance, continuous improvement); this leads to a wide range of 
benefits.  

·  Between 50-65% of surveyed companies were serious about BE, as demonstrated by the 
percentage that:   

-  undertake assessments every year or two years  
-  have a culture of excellence embedded within their systems 
-  have full involvement of their senior managers 
-  have a team of people working full-time on BE initiatives. 

·  The surveyed companies indicated that the most beneficial BE activities currently provided 
to help companies improve were:  

-  BE awards at the national level 
-  BE awards at the local level 
-  BE assessor training courses, and   
-  Workshop /seminars in BE. 

·  All BE administrators participating in the study had particular services that have been very 
successful in helping companies to improve.  

 
3.4.2 Areas for Improvement (Negative Points from F indings) 
 

·  Of the surveyed companies: 
-  38% lack understanding of how to develop a BE culture 
-  30% lack time to devote to BE 
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-  29% lack resources to devote to BE 
-  26% lack opportunities to learn from other companies 

·  The surveyed companies (almost 50%) indicated that the highest priority application 
activities that the country’s BE administrator should focus on providing or improving were:  

-  website of BE information (e.g. showing best practice case studies; examples of BE 
applications; types of BE assessments that can be used; benchmarks; descriptions 
of  business improvement tools and techniques, etc.)  

-  publications on BE.   
·  Discussion groups from all countries emphasised that there was a demand for 

benchmarking data, best practices, and best practice sharing by BE category, sector and 
between countries.   

·  Discussion groups from all countries requested increased government assistance, either to 
reward companies that invest in BE or to provide federal support so that more BE services 
could be provided to companies.  

·  Discussion groups identified a number of areas for improvement; these include making BE 
accessible to SMEs, and providing simplified frameworks and assessment tools. 

  
3.4.3 Potential Actions to Address the Areas for Im provement 
 

·  Training should be provided to help companies understand how to develop a BE culture. 
For example, experiences or best practices might be shared about how companies have 
developed a BE culture or improved performance in the various BE categories, then 
highlighting how these practices relate to BE core values and concepts. Training should be 
targeted at assessors, consultants, managers and SMEs. 

·  Particular thought should be given to involving CEOs and senior managers in training and 
networking.   

·  For administrators (or the APO as a whole) to provide access to more BE-related 
information through a website and/or publications. For example, showing best practice case 
studies, examples of BE applications (demonstrating the variety of ways that BE has helped 
companies), the types of BE assessments that can be used, benchmarks and descriptions 
of business improvement tools and techniques.  

·  To provide more opportunities for companies to learn from each other. For example, 
through conferences, seminars, workshops, sharing sessions, exchange schemes and 
study tours. These opportunities should be particularly aimed at CEOs, managers, 
administrators and assessors. 

·  A wide range of interventions can be undertaken to help companies along a BE journey. 
These include:  

-  publications on BE, which could present best practice case studies, examples of BE 
applications, types of BE assessments that can be used, benchmarks, and 
descriptions of  business improvement tools and techniques 

-  website of BE information, which could present best practice case studies,  examples 
of BE applications, types of BE assessments that can be used, benchmarks, and 
descriptions of  business improvement tools and techniques 

-  copies of BE submission documents from award winners  
-  industry-specific BE guides to explain BE in terms relevant to the industry 
-  best/good practice tours 
-  conference on BE  
-  workshops/seminars in BE  
-  BE assessor training courses 
-  certified course of training in BE (i.e. a diploma or masters degree) 
-  train-the-trainer courses (for assessors/consultants) 
-  networking meetings for BE users 
-  networking meetings for CEOs/senior managers of BE users 
-  on-line BE forums/discussions 
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-  BE self-assessment tools provided as paper copies 
-  BE self-assessment tools: on-line/software version  
-  BE assessments facilitated by consultants 
-  BE awards at the national level 
-  BE awards at the local level (by city or area of a country) 
-  BE mentoring (access to BE assessors/experts for advice) 
-  access to BE consultants for advice and assistance 
-  opportunities for sharing and learning from companies in other countries  
-  benchmarking services and consulting (activities to learn from best practices)  
-  additional frameworks, guides and awards that stem from BE and focus on specific 

topics such as corporate responsibility, knowledge management, environmental 
sustainability and leadership. 

All BE administrators should consider which interventions will be of the greatest help to 
companies within their country. BE administrators are encouraged to learn from the 
experiences of other administrators.   

·  In particular, interventions that meet the needs of SMEs should be considered (for example, 
simplified BE frameworks or assessment tools). 

·  Continuing to involve and help award winners is important; this will enable award winners to 
sustain their level of excellence and become role models for other companies.   

·  It is recommended that BE Administrators regularly measure levels of BE use to see if their 
interventions are successful. 

 
 
3.5 Business Excellence Awards 
 
This section presents the findings on how companies are recognised for high levels of 
performance. It considers the profile of the BE awards, and the effectiveness of the awards 
process in recognising outstanding companies.  
 
3.5.1 Strengths (Positive Points from Findings)  
 

·  71% of surveyed companies indicated that the current awards process represents “good” or 
“excellent” value for the time/resource investment of applicant companies. 

·  The surveyed companies indicated that the most beneficial BE award activities were:  
-  award ceremony 
-  guidebook to explain the BE framework 
-  senior assessor/training instructions.  

·  On average, surveyed companies that had won awards experienced “moderate” to “major” 
benefits in terms of reputation, employee satisfaction, brand image, customer satisfaction 
and financial benefits.   

·  77% of surveyed companies that had won an award increased their focus on BE after 
winning an award.  

 
3.5.2 Areas for Improvement (Negative Points from F indings) 
 

·  66% of surveyed companies indicated that the profile of the BE award is “above average”. 
However, only 7% believed the profile was high enough for it to be considered the country’s 
premier award.  

·  There were mixed views about whether the process for applying and assessing companies 
for a BE award should be changed. 27% of surveyed companies responded that there 
should “no” or “minor” changes, 22% wanted “minor” to “moderate” changes, 25% wanted 
“moderate” changes, and 25% wanted “moderate” to “major changes”.  

·  The surveyed companies (approximately 50%) indicated that the highest priority award 
activities for improvement were:  
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-  feedback report to the applicant 
-  publicity surrounding the awards 
-  guidelines and  assistance for potential applicants on submitting an awards 

application 
-  assessor training. 

·  Discussion groups suggested that there might be a need for a wider variety of awards for 
different sectors, different levels of BE maturity and, in particular, for SMEs. 

 
3.5.3 Potential Actions to Address the Areas for Im provement 
 

·  Countries need to learn from each other about how to raise the profile of the awards (in 
some countries, the awards have a high profile).  

·  Countries need to review their processes for applying and assessing companies for a BE 
award. A sizeable proportion of companies believe that these processes should be 
changed/improved: 

-  feedback report to the applicant 
-  publicity surrounding the awards 
-  guidelines and assistance for potential applicants on submitting an awards 

application 
-  assessor training 

·  There are a wide range of award-related services such as:  
-  launch event for the award 
-  assessor selection process 
-  assessor training 
-  senior assessor training/instructions (e.g. for the leader of an evaluation team) 
-  guidelines and assistance for potential applicants on submitting an award application 

(to obtain good submissions) 
-  guidebook  to explain the BE framework  
-  support  provided to ensure assessor teams follow due process (e.g. additional 

mentoring or use of observers) 
-  eligibility/selection criteria and process to determine which applicants are considered 

for an award (this may involve a short-listing process) 
-  site visits to award applicants 
-  consensus meeting/process to discuss and agree on the feedback to give to 

applicants 
-  feedback report to the applicant – presentation and content 
-  judging panel  
-  award ceremony 
-  publicity surrounding the awards 
-  opportunities for applicants and assessors to suggest improvements to the awards 

process 
-  general management of the awards process. 

All BE administrators should consider which services to improve and then learn from other 
countries that are strong in these areas.  

·  Countries should consider providing a wider variety of awards for different sectors, different 
levels of BE maturity, and for SMEs. This may increase overall interest in BE. 
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4. Proposed Business Excellence Initiatives for Asi a 
  
This section of the report presents the business excellence initiatives recommended for APO 
support. These initiatives were proposed by the conference participants after they had considered 
which of the potential actions in Section 3 were most appropriate for APO to support as regional 
initiatives.   
 
A voting process and open debates were used to refine an initial list of initiatives (see Table 2) to a 
final list for the region (see Table 3). In this process, the conference participants considered the 
research findings, the views of a CEO panel forum, an administrator’s panel forum, and the views 
of the various experts. 
 
Table 2 – Initial List of Potential Initiatives 
 
Potential Projects on Impact 
 
1. To conduct further research on Impact via (a) 

or (b):  
(a) To conduct an in-depth study to: i) identify 

key success factors in those companies 
that have experienced high returns of 
investment (major benefits) from BE; ii) 
identify the problems/challenges 
companies have faced that have 
experienced low returns of investment 
(minor benefits). 

(b) In-depth research on the impact of BE on 
organisational performance, using hard 
data similar to the European and US 
studies comparing BE companies with 
benchmark companies.  

2. To repeat the recent APO research study 
periodically, but involve more countries and 
with less questions to increase response 
time. 

3. To develop a booklet to educate BE adopters 
on how to measure returns on investment 
using hard data. 

 
Potential Projects on Awareness 
 
1. APO to produce marketing material to 

promote the national awards. This could 
show the benefits of national awards and 
then provide information on the different 
national programmes.  

2. APO to develop a guidebook to explain in a 
simple manner (using business language) 
what the BE framework/concepts are. This 
book to be designed so that it is an easy read 
for CEOs and SMEs.  

3. APO to support national conferences that 
promote BE to CEOs (e.g. by arranging for 
APO-designated experts to give 
presentations).  

Potential Projects on Design 
 
1. The development of an Asian BE Model for 

all Asian countries to follow.  
 
Potential Projects on Application 
 
1. Develop a publication showing how to 

implement BE.  
2. Set up a CEO winner’s forum consisting of 

winners from across Asia.   
3. Set up a database of best practice experts 

accessible to member countries. 
4. Set up a BE Consultants Forum that 

supports BE consultants.    
5. To develop an APO Benchmarking/BE 

Database/Website. For example, showing 
best practice case studies, examples of BE 
applications (demonstrating a variety of ways 
BE has helped companies), the types of BE 
assessments that can be used, benchmarks, 
descriptions of business improvement tools 
and techniques). 

6. APO to support the training of mentors for 
early adopters.  

7. APO to support networking/best practice 
sharing events between countries, exchange 
visits and study tours.   

8. For an APO BE Conference to be held each 
year in a different country. 

 
Potential Projects for Capability Building for 
Administrators 
 
1. Best practices and benchmarking study 

missions for administrators to understand 
how other administrators run their 
programmes 

2. A survey to be undertaken to investigate how 
administrators run their BE programmes. For 
example, to benchmark services provided, 
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4. APO support for a publication of case studies 
from award winners in Asia, describing their 
BE journey and the benefits obtained. 

5. APO to support a publication of case studies 
showing how BE has helped companies in a 
variety of ways (e.g. on governance, supply 
chain management, growth, culture change, 
managing financial risk). This will help to 
show that BE can meet many needs.  

6. BE training module developed for university 
students to use throughout Asia.   
 

Potential Projects on Awards 
 
1. APO to support an assessors’ exchange 

programme. 
2. APO to support the development of a training 

manual for assessors, consultants and 
managers. 

3. APO to support a train-the-trainer 
programme, which will ensure trainers 
provide good training to assessors.  

4. APO to lead BE assessment training 
programmes to develop competencies for 
assessors.  

5. Development of an APO-led certification 
scheme for BE award examiners and 
assessors.  

6. Development of an accreditation scheme to 
certify each administrator’s BE award 
scheme.  

7. Regional award for national award winners. 

resources used, number of assessors 
trained, how they appoint judges, etc.  

3. Development of a guidebook for 
administrators on how to administer a 
national BE strategy to bring together the 
best practices of regional and international 
administrators. This will show the types of 
services that can be offered; the challenges 
faced, and how they can become overcome 
in terms of resourcing and running awards 
programmes; and, the measures of success 
that can be used.   

4. An alumni for those that have participated in 
APO activities. An APO society.  

5. Use APO video conference facilities for 
better connections between administrators. 

 

 
Table 3 – Final list of Potential Initiatives and A llocation of Votes 
 

1. To develop a business excellence training manual for assessors and consultants, and to 
deploy the manual. 21 votes   

2. To develop a website of benchmarking, best practice and business excellence information to 
serve the needs of companies. 16 votes  

3. To provide capability-development assistance to business excellence award administrators. In 
particular, to assist administrators of immature or non-existent award systems to move to an 
advanced stage of maturity. This will likely necessitate a guidebook, the sharing of best 
practices between administrators, and mentoring by advanced administrators. 11 votes   

4. To encourage and/or support networking/best practice sharing between countries through 
events, visits and forums. 9  votes   

5. To repeat the APO research on business excellence at regular intervals (with some 
modifications, for example, using hard data to measure the impact of business excellence).      
7 votes.   

6. To collect and publish case studies on best practices, as well as on how business excellence is 
helping companies to improve. 2 votes  

N.B.: The “Development of an Asian BE model” was initially in the final list, but then omitted after a 
lengthy discussion. 
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The challenge for the future is for the APO, Centre of Excellence (SPRING Singapore are the 
designated COE for business excellence in the region) and the Regional Steering Committee for 
Advancing National Quality Award Programs to develop a clear plan of action for these initiatives, 
and to see whether all or a few can be undertaken. 
 
Some of the initiatives—such as the training manual—have already been started by the COE, 
while others—such as the networking/best practice sharing between countries—are already 
performed by the APO to some degree. Others such as the website are a key priority for 
companies, but may require substantial investment unless technology that is already used within 
the APO countries (and globally) can be integrated together. The proposal for a “publication of 
case studies on how business excellence has helped companies and the sharing of best practices” 
had few votes; however, this is probably due to it being a task that would fit within the larger project 
of developing a benchmarking and best practice website.  
 
The “capability development of administrators” initiative is of critical importance, as the 
administrators can make or break business excellence within a country. It was evident that some 
administrators are at an early stage of maturity, and so targeted assistance and guidance needs to 
be available for them.  
 
The initiative to repeat the APO survey in two years time is sensible, since it would enable the 
impact of the various interventions by the APO, COE and award administrators to be measured. 
The survey could also be expanded to include other Asian countries. 
 
Whilst some initiatives that have a regional-wide impact require APO leadership and funding, it 
should also be recognised that individual APO members can take the lead on some regional 
initiatives without APO funding. In particular, it was pleasing that, at the conference, participants 
agreed there should be an annual “Regional Asian Business Excellence Conference”, and that this 
could be self-funded. Pleasingly, ROC volunteered to host the conference in 2010. Such a 
conference will not only increase the awareness and use of business excellence within Asia, but 
can also serve as a platform at which the various award administrators meet on an annual basis. 
Meeting regularly—and at least yearly—will be of major assistance to award administrators; it will 
enable them to learn from each other, develop a stronger network and improve the overall 
capability of administrators.     
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5. Review of the Research Approach 
 
The project—consisting of the research phase (i.e. survey, discussion groups and interviews) and 
development of initiatives (at the conference)—was undertaken in five months. In this period of 
time, a large amount of information was collected that helped in the understanding of business 
excellence, its application and impact within Asia.  
 
The research was probably the most extensive to date on business excellence in Asia. However, 
there were limitations with the research approach that should be considered for the future:  
 

·  The short time frame led to a smaller number of surveys being completed than desired. 
This was probably due to two reasons. First, award administrators did not have enough 
time to promote and encourage organisations to complete the survey. Second, the survey 
was too long; there had not been enough time to design the survey and gain a consensus 
of opinion as to which questions to include or exclude. The initial target was for a minimum 
of 20 participant organisations per country. There were 27 surveys completed in India, 10 in 
Japan, 6 in ROC, 19 in Singapore and 12 in Thailand. This means that, within the sample, 
there is a bias of survey responses from India and Singapore.  

·  Due to the low survey response rate in some countries, it was decided not to undertake 
country-to-country comparisons. 

·  Research was focused on five countries; these countries were some of the most advanced 
in business excellence in Asia. Therefore, the data is not representative of the status of 
business excellence throughout the whole of Asia, but serves to identify the successes and 
challenges facing organisations that have adopted business excellence in those five 
countries.       

·  The survey focused on business excellence adopters and award winners with 57% of 
companies considering themselves to be at a competent to advanced stage of business 
excellence maturity, 30% at a moderate stage and only 13% at an early stage. In the future, 
it may be useful to extend the survey to those organisations that are no longer following a 
business excellence path and/or to more organisations that are just starting their journey or 
are not interested in business excellence. Extending the survey to these groups might lead 
to greater insights into how to attract companies to follow a business excellence path and/or 
help companies sustain their journey. 

·  Most of the research data and information was perception based; it was obtained through 
the opinions of senior managers. For a more accurate assessment of the impact of 
business excellence, an established research approach, which has been used to measure 
the impact of the Baldrige framework (in the United States) and the EFQM excellence 
model (in Europe), could be used. This approach involves the analysis of financial reports 
of award winners. However, the research would be expensive, as it would require the 
translation of financial reports and an understanding of the various financial reporting 
systems in Asia.  

 
The aforementioned research limitations should not deflect from what was a successful research 
project. While it would have been better to have a larger response rate to the survey from some 
countries, the effect of this has been minimal, since the main purpose of the survey was to obtain 
in-depth feedback from a sizeable number of adopters of business excellence irrespective of the 
country—this was achieved.  
 
In particular, the use of discussion groups and award winner interviews was highly effective at 
obtaining a deep understanding of business excellence within the participating countries. The 
discussion groups were of great value, as the feedback corroborated and explained in depth the 
survey findings. The discussions groups also benefited the participants (enabling companies to 
share experiences) and award administrators (to understand the key issues facing the success of 
business excellence in their country). 
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As indicated in Section 4, it is recommended that the research be repeated on a regular basis (at 
least every two years), and that a similar research methodology be used (composed of a survey, 
discussion groups and award winner interviews). This will enable the status of business excellence 
within Asia to be tracked over time. It is also recommended that the survey be open to all Asian 
countries, so as to obtain a larger and more representative sample.    
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6. Conclusion 
 
The research project and the Conference on Quality Award Systems have assisted the APO and 
APO member countries to obtain a clearer understanding of the awareness, use, and impact of 
business excellence within the region.  
 
In terms of the research project’s initial aims, the following can be concluded:   
 
Research aim: “To identify the performance results and outcomes achieved by organisations that 
use a business excellence framework in APO countries”. This aim has been met. A much clearer 
understanding has been obtained of the outcomes from business excellence. On the whole, 
business excellence is perceived to have a major impact on competitiveness and performance. 
This finding, which is also supported by international research, indicates that business excellence 
should be encouraged within all APO member countries.  
  
Research aim: “To identify the relevance of business excellence for long-term competitiveness and 
sustainability in the region, and to determine what (if any) changes to the frameworks were 
required in terms of their design or application”. This aim has been met. On the whole, companies 
believe the frameworks to be relevant for long-term competitiveness and sustainability, and only 
minor changes (if any) to the design of the frameworks are needed. The prime feedback was that 
there should be an effort to make the frameworks simpler to understand; the value of the 
frameworks needs to be more clearly communicated.   
 
Research aim: “To research how award-winning organisations view innovation, and whether they 
consider it as being adequately reflected in the business excellence criteria”. This aim has been 
met. It is evident that a large proportion of award winners do not consider innovation to be 
adequately reflected in the business excellence criteria. However, this is likely to be because the 
frameworks have not been adequately understood. In particular, there appears to be a lack of 
understanding of innovation being an integral part of business excellence; it is represented in the 
framework’s core value and concepts, and therefore exists in all the criteria. Innovation—and how 
it relates to business excellence—needs to be more clearly explained to assessors and users of 
the frameworks. 
 
Research aim: “To identify potential best practices or opportunities for improvement in the support 
services that NPOs provide to organisations on their business excellence journey (from services 
ranging from increasing awareness of business excellence to award administration services)”. This 
aim has been met. It is apparent that companies want simpler and easier-to-understand business 
excellence criteria, as well as more assistance with benchmarking and learning from best 
practices. Awards, whilst important, are for recognition and are not the prime motivator for 
companies. The prime motivator is to “become world class”. Therefore, companies are focused on 
continuous improvement, and require support services that help them on their journey.  
 
Once the research had been completed and the findings analysed by APO members at the 
Conference on Quality Award Systems, the following initiatives to advance business excellence in 
the region were proposed: 
    

·  To develop a business excellence training manual for assessors and consultants, and to 
deploy the manual.  

·  To develop a website of benchmarking, best practice and business excellence information 
to serve the needs of companies.  

·  To provide capability-development assistance to business excellence award administrators. 
In particular, to assist administrators of immature or non-existent award systems to move to 
an advanced stage of maturity. This will likely necessitate a guidebook, the sharing of best 
practices between administrators, and mentoring by advanced administrators.  
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·  To encourage and/or support networking/best practice sharing between countries through 
events, visits and forums.   

·  To repeat the APO research on business excellence at regular intervals (with some 
modifications, for example, using hard data to measure the impact of business excellence).    

·  To collect and publish case studies on best practices, as well as on how business 
excellence is helping companies to improve.  

 
It is now the role of the APO, the Centre of Excellence (COE) and the Regional Steering 
Committee for Advancing National Quality Award Programs to develop a clear plan of action for 
these initiatives, and to see whether all or a few can be undertaken.  
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APPENDIX A 
 

Survey Report on the 
Impact of Business Excellence/ Quality Awards on En terprises 

 
 
This report shows the findings from a survey that was completed by companies in five Asian 
countries from September to November 2009. The survey formed part of a research project 
commissioned by the Asian Productivity Organisation (APO) to identify the value and impact of 
business excellence frameworks (otherwise known as quality award frameworks).  
 
In total, 74 companies from the following countries completed the survey:  
 
India (27), Japan (10), Republic of China-Taiwan (6), Singapore (19) and Thailand (12). 
 
The report is structured into the following sections: 
 

Section 2 – Company profile 
Section 3 – Business excellence profile 
Section 4 – Impact of business excellence 
Section 5 – Design of business excellence frameworks 
Section 6 – Awareness of business excellence 
Section 7 – Applying a business excellence approach  
Section 8 – Business excellence awards   
Section 9 – Improvement tools 
Section 10 - Questions to national business excellence award winners. 

 
Within each section the survey question is shown, followed by the aggregated responses in data 
and graphical format.  Comments by the respondents are numbered from 1 to 74 with the numbers 
representing the different companies that participated. Comments received from Indian companies 
are numbered I1 to I27, Japanese companies J28 to J38, Singapore companies S38 to S56, 
Republic of China-Taiwan companies TA57 to TA62, and Thailand companies from TH63 to TH74.  
 
Throughout the survey the terms “business excellence award” and “business excellence 
framework” are used. These terms are interchangeable with “quality award” and “quality award 
framework” as these terms are used within some countries.  
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Section 2 - Company Profile 
 
If the survey is being completed by a business unit then substitute the word “company” for “business unit” in 
the following questions:  
 
2.1 What is your company’s major  business activity?  

Tick the one that applies 

A Agriculture, Forestry and Fishing 1% J Communication Services 1% 
B Mining 0 K Finance and Insurance 9% 
C Manufacturing 44% L Property and Business Services 4% 
D Electricity, Gas and Water Supply 4% M Government Administration and Defence 1% 
E Construction 1% N Education 3% 
F Wholesale Trade 4% O Health and Community Services 1% 
G Retail Trade 3% P Cultural and Recreational Services 1% 
H Accommodation, Cafes and Restaurants 1%   Q Personal and Other Services 1% 
I Transport and Storage 3% R Other – please specify: 16% 

 
 

 
Graph 2.1: Business activity distribution expressed  as a % (Responses = 74)  
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2.2 Which sector does your company operate in? 
Tick the one that applies 

A Public Sector 6 
B Private Sector 65 
C Not for Profit or Community 2 

 
 

 
Graph 2.2: Distribution of organisations based on s ector (Responses = 73) 

 
2.3 Please provide the following data in your last financial year: 
 

Number of employees:  
 

 
Graph 2.3a: Organisation size expressed as a % (Res ponses = 74) 
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Revenue in US Dollar: 
 

 
Graph 2.3b: Annual revenues expressed as a % (Respo nses = 58) 
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Section 3 - Business Excellence Profile 
 
3.1 Which statement most accurately describes your knowledge of business excellence?  
If the survey is being completed by a team substitute “I” for “we”.  
 

Tick the one that applies 
A Low understanding - My company has undertaken an assessment against a business 

excellence framework but I (we) had little involvement in the process. 0% 

B Basic understanding - My company has undertaken an assessment against a business 
excellence framework and I was (we were) involved in the process.  10% 

C Good understanding - My company has undertaken an assessment against a business 
excellence framework and I was (we were) involved in the process. I have (we have) attended a 
training course on business excellence.  

25% 

D Very good understanding - My company has undertaken an assessment against a business 
excellence framework and I was (we were) involved in the process. I am (we are) trained 
business excellence assessors.  

65% 

 

 
Graph 3.1: Knowledge of business excellence express ed as a % (Responses = 71)  
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3.2 Do you agree or disagree with these statements:   
If the survey is being completed by a team record the most common viewpoint.  

Tick the one that applies 

 Agree Disagree Don’t 
know 

A Business excellence is different than Total Quality Management.  47% 45% 8% 
B Business excellence grew fromTotal Quality Management. 69% 11% 20% 
C The prime purpose of a business excellence framework is to assess a 

company’s management systems and performance so that an Award 
can be given to the best company. 

34% 64% 3% 

D Business excellence frameworks can be used by any type of 
organisation to enhance their management systems and improve 
performance. 

97% 1% 1% 

E Business excellence frameworks are built on a set of core values and 
principles.   97% 1% 1% 

 

 
Graph 3.2: Perceptions on business excellence expre ssed as a % (Responses = 74) 
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3.3 In which year was a business excellence framewo rk first used to assess your company’s 
performance?  

 
Graph 3.3: First year of using business excellence framework for assessment expressed as a % 

(Responses = 69) 
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3.4. What was your company’s business excellence sc ore for your first assessment?  
 

 
Graph 3.4a: Result of first business excellence ass essment expressed as a score achieved 

(Responses = 46) 
 

 
Graph 3.4b: Result of first and last business excel lence assessment expressed as a score achieved 

(Responses = 46) 
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3.5 Please indicate the year and type of assessment s that have been conducted within your company 
over the last five years? Also, please include your  business excellence assessment scores if you 
know them? 

Tick those that apply 

  2005 2006 2007 2008 2009 

Assessments based on your country’s business excell ence framework 
A Business excellence assessment undertaken by award assessors (this 

was part of an awards application).  19 20 17 18 20 
B Business excellence assessment undertaken by an external consultant 

(this was not part of an awards application) 6 4 6 11 7 
C Business excellence self-assessment by our  staff 8 9 10 13 12 
Assessments using a business excellence framework d esigned by your company  
D Business excellence self-assessment by our staff 14 18 22 20 17 
E Other – please specify:      
       
F What score did you achieve?       
Note: the data in the table above shows the number of companies that used each type of assessment.  
 

 
Graph 3.5: Business excellence assessment types exp ressed as a number of assessments from 2005 

to 2009 (Responses = 63) 
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3.6 How would you describe your company’s level of business excellence maturity?  
 
Note “business excellence maturity” in this context is assessing your company’s understanding of business 
excellence and how your company applies business excellence concepts to improve company performance.    

 
Tick the one that applies 

A Awareness – There is some awareness of “business excellence” but none of our staff have 
been trained in business excellence. We are not sure on how business excellence can be 
applied within our company. 

4% 

B Understanding  – We understand business excellence and how it can be applied. Key 
members of our staff have attended training courses in business excellence.     9% 

C Progressing  – We have undertaken at least one assessment against a business excellence 
framework and taken steps to improve our systems and performance. Many of our staff have 
attended training courses in business excellence.     

30% 

D Competence – My company has undertaken a few business excellence assessments, refined 
its assessment method, and can demonstrate improved performance as a result of our business 
excellence approach.  My company uses the framework as a reference model to guide its 
improvement efforts. Most of the company’s staff are aware of the framework and use it as 
means to assess and improve the area of the business that they work in.  

43% 

E Advanced  – The business excellence principles on which the frameworks are based are 
embedded within my company. My company has undertaken many assessments, refined its 
assessment method, and can demonstrate improved performance year on year as a result of 
our business excellence approach. All of our company’s staff are aware of the framework and 
follow business excellence principles in their daily work.  

14% 

 
 
 

 
Graph 3.6: Business excellence maturity level expre ssed as a % (Responses = 74) 
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3.7 For 2008, estimate the time spent by people wit hin your company on the following activities:  
 
 No. of people 

involved on 
average per 
company 

Man hours 
per person 
on average 
per 
company 

Total man 
hours on 
average 
per 
company 

A Business excellence education and training (e.g. attended a 
business excellence training course, or attended training to become 
an assessor) 

228 27 3143 

B Business excellence awards application (e.g. preparing an awards 
submission document, preparing your people for a site visit by 
assessors etc).  

34 83 2056 

C Business excellence self-assessment (e.g. designing and 
administering the self-assessment, participation of staff etc.) 912 33 3443 

D Action planning resulting from an assessment (e.g. meetings to 
discuss assessment feedback and developing action plans to 
address opportunities for improvement). Do not include time spent 
on implementing the actions. 

855 19 2331 

 

 

 
 
Graph 3.7: Average (median) time per company spent on each type of business excellence activity in 

2008 (Responses = 63) 
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3.8 Does your company measure the following?  
       Tick the one that applies 

 No Yes Don’t 
know 

A its investment (in terms of time/ resource) in business excellence? 51% 45% 4% 
B the returns/benefits achieved? 42% 47% 11% 
 

 
 

Graph 3.8: Measuring investment in business excelle nce and returns/benefits achieved expressed as 
a % of responses (Responses = 73) 

 
If your company does measure its investment or retu rns, please explain how it does this. 
 
I04 We only measure investment in terms of money and man hours spent by each SBU and corporate 

BE. Returns are not being measured since so many initiatives and efforts are in place and as such 
separating out under BE model head is difficult 

I05 Investment as in terms of all budgeted and actual expenses on Business Excellence initiatives and 
their support. Returns in terms cost savings from improvements. The non financial benefits though 
individually considered at the project level are not collected. 

I10 Through Critical Success Factors and Balanced Score Card. 
I13 Each unit does measures its results. 
I16 Investment of time is measured in terms of man hours spent at senior, middle and junior level of 

management. Also, the project costs are planned and tracked. 
I17 In beginning of each year performance targets and goals are set. We have a meeting of 

Management performance review (MPR) on Monthly basis to review the performance .Gaps are 
identified against target and necessary action plan is implemented to achieve targets. 

I18 Improvement in Business Process, Cycle, Time Etc. Reduction in Price of Non Conformance 
I22 Investment alone has been measured such as Cost of training, cost of education 
I24 Budgets for the following  

1. Pursuing initiatives  
2. Conducting training programs  
3. Award application Fee  
4. Tangible Business Benefit  
5. Assessor Program fee  
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6.Travel expenses for awareness sessions  
7.Communication (posters, booklets, books etc) 

I25 Through detailed Capital Proposals & Post Project Audits 
I27 BE is a Critical Success Factor Project, a Cross Functional approach with Budgeted resources, 

target and activity plan. Returns not measured directly but indirectly through assessment scores and 
levels of recognition. 

J28 We set our own assessment indicators in each category and also implement benchmarking with 
other companies. The indicators are such as the ratio of establishing management visions/policies, 
employees satisfaction ratio, the ratio of revealing information, the ratio of energy consumption 
reduction, the ratio of development of techniques/skills, the number of staff with public qualifications, 
various defect rates, cost reduction ratio, labor productivity, the days needed for settling accounts, 
defect rate at receiving materials, the ratio reducing claims, the ratio of reducing the cost of 
purchasing materials, the number of IT investment, the growth of sales, operating profit ratio, the 
ratio of profit to shareholders equity, the ratio of liability to borrowings, sales share, customer 
satisfaction ratio, etc. 

J31 As for human resource development and self-assessment activities, we measure the investment by 
comparing the annual budget with actual cost. As for measuring the return to investment, we regard 
the return of the activities as contributing the improvement in maturity of organization, but have not 
measured by quantitative data 

J33 1. Employees’ consciousness survey,  
2. Global CS survey,  
3. Satisfaction survey,  
The monitoring meeting of Balanced Scorecard (4 times a year) 

J34 Resource: annual training cost- 100 million yen. Result: financial data 
J35 Investment: cost for seminars and training programs. Results: numbers of trained assessors and 

participants in JQA Council's training program 
J36 To implement own self-assessment system with the participation of all the employees. To undertake 

the meeting with all employees in a day-trip or overnight-trip 
J37 Customer Satisfaction, Self-Assessment Sheet 
S38 We look to see if staff benefited through Personal Performance Appraisal. 
S39 Man hours and resources spent in achieving business excellence is being monitored and reviewed 

periodically. 
S48 Comparing the management system and performance before and after BE training and involvement. 
S52 Through our Customer Satisfaction Index. Through our business results 
S54 Performance Metrics in the area of productivity and customer satisfaction 
TH63 We invest in terms of staff education, providing facilities and arranging working environment to 

promote Quality Award including announcement of Working Teams and Ambassador for Quality 
Award. 

TH65 When the processes are integrated, efficiency improves. Moreover most of staff are aware of 
framework, Have more systematic vision. 

TH66 Measurement is done using a cause effect relationship between the identified performance indicators 
of employee participation in various participative activities e.g. KSS, Improvement themes etc. and 
the savings achieved against the identified improvement themes and its impact on profitability. 

TH72 Brand Reputation / Recognition to Public 
 

3.9 Do you have any comments to share on Section 3?  
 
I02 It will be useful to have a framework for measuring ROI. 
I04 How to measure "returns" exactly under BE model head is difficult to measure as so many other 

initiatives are in place. One to one relation between improvements and assessment in tangible terms 
is difficult. How scores obtained by different companies are comparable as complexity levels are 
different. 

I08 Number of hours can be further segmented by 1) Top Leaders 2) Functional Persons 3) Dedicated 
Quality and/or Business Excellence professionals 

I10 Our unit has 10 certified Assessors, which are conducting self assessments as well as group units 
assessments periodically. Some are conducting assessment for other business also. 

I14 Seven persons from our unit attended a business excellence training course to become a an 
assessor during May'2009 and July'2009. 

J31 It is difficult to analyze the linkage between financial data, which fluctuates easily according to 
external condition (sales, operating profit), and the return on investment for business excellence 
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activities. I am rather interested in whether there is any methodology to measure the linkage 
between ROI for BE activities and contribution to the business activities. 

J36 Business excellence is the activity which supports business fundamentals of my company. We utilize 
it for developing common core value and organizational culture. 

S43 Not easy to quantify due to lack of manpower and also too many inter-relationships. 
S47 Business excellence is "seen" as a project when we prepare for the application and assessment. 

Otherwise, the approach is part of what we normally do and therefore difficult to measure.  
S53 The level of involvement among the various staff is uneven. The champion tends to devote more 

time, others tend to be involved less. Therefore the man hour figures are purely estimates. 2008 
happens to be the time when we prepare for SQC, and therefore, more time was spent in 
preparation. The above only applies to regional head office. Time spent in assessing subsidiaries 
excluded. 

TH63 Attitude and Staff education are important for Business Excellence which need follow up by Leader 
TH65 Our Organisation is under Corporate so some area such as HR, Market  are in  central function. And 

we use cross functional team. 
TH68 We have improvement projects which return around 126 M THB but we had this method before using 

business excellence. 
TH71 It would be great if someone could advise us on how to measure investments and returns. (It might 

be in the guidelines) 
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Section 4 – Impact of Business Excellence 

 
4.1 How good are your company’s practices, processe s and systems?  
 
Indicate with a “P”  how you rated in the Past  before your first business excellence assessment and with an 
“N”  how you rate Now.   
   
Please ensure for each row you include a “P” and an “N”. If your systems and processes have not changed 
then include the “P” and “N” in the same box.    
 
 Very 

poor 
 Below 

average 
  Average 

in industry 
  Above 

average 
 World 

class 
0 1 2 3 4 5 6 7 8 9 10 

P
ra

ct
ic

es
,  

pr
oc
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s 
&

 s
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A Leadership P(5.4) N(7.6) 
B Strategic Planning P(5.0) N(7.5) 
C Measurement, 

Analysis & 
Knowledge 
Management 

P(4.7) N(7.0) 

D Customer Focus P(5.5) N(7.7) 
E Workforce 

Focus/People 
management 

P(5.2) N(7.4) 

F Process 
Management P(5.1) N(7.3) 

 

 
Note: 0 = very poor, 2 = below average, 5 = average in industry, 8 = above average, 10 = world class.  
 

Graph 4.1: Rating of practices, processes and syste ms in the “past” and “now” expressed as an 
average rating of responses (Responses = 69) 
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4.2 How good are your company’s business results?  
 
Indicate with a “P”  how you rated in the Past  before your first business excellence assessment and with an 
“N”  how you rate Now.   
   
Please ensure for each row you include a “P” and an “N”. If your results have not changed then include the 
“P” and “N” in the same box.    
 

 Very 
poor 

 Below 
average 

  Average 
in industry 

  Above 
average 

 World 
class 

0 1 2 3 4 5 6 7 8 9 10 

B
us

in
es

s 
re

su
lts

 

A Product and 
Service Results P(5.8) N(7.8) 

B Customer Focused 
Results P(5.5) N(7.7) 

C Financial and 
Market Results P(6.0) N(7.6) 

D Workforce  
Focused Results P(5.4) N(7.4) 

E Process 
Effectiveness 
Results 

P(5.4) N(7.2) 

F Leadership Results P(5.5) N(7.7) 
G Social 

Responsibility 
Results 

P(5.1) N(7.3) 

 
 

 

 
 

Note: 0 = very poor, 2 = below average, 5 = average in industry, 8 = above average, 10 = world class.  
 

Graph 4.2: Rating of business results in the “past”  and “now” expressed as an average rating of 
responses (Responses = 68) 

 
 



 
39 

 

4.3 How important is business excellence in terms o f helping your company gain a competitive 
advantage for the future?  

Tick the one that applies  
A Not important 1% 
B Some importance 4% 
C Moderate importance 11% 
D Very important 57% 
E Essential 26% 

 
 

 
Graph 4.3: Importance of business excellence in gai ning a competitive advantage expressed as a % 

of responses (Responses = 72) 
 
 



 
40 

 

 
4.4 As a direct result of using a business excellen ce approach do you believe that your company’s 
systems and performance are?  

Tick the one that applies  
A Significantly worse than they would have been otherwise 0% 
B Slightly worse than they would have been otherwise   0% 
C No different than they would have been otherwise   3% 
D Slightly better than they would have been otherwise   38% 
E Significantly better than they would have been otherwise 59% 

 
 

 
Graph 4.4: Results of using business excellence on company’s systems and performance expressed 

as a % of responses (Responses = 71) 
 
 
 



 
41 

 

4.5 Which of the following statements apply to your  company? You may tick more than one statement.  
Tick those that apply  

A We do not recommend business excellence to our customers or suppliers. 17% 
B We recommend business excellence to our customers 39% 
C We recommend business excellence to our suppliers 61% 
D We actively help our customers to follow a business excellence approach (for example, through 

providing training or advice on business excellence assessments) 30% 

E We actively help our suppliers to follow a business excellence approach (for example, through 
providing training or advice on business excellence assessments) 31% 

F We assess our suppliers systems and performance via a business excellence framework 23% 
 

 

 
Graph 4.5: Recommending of business excellence to s uppliers and customers expressed as a % of 

responses (Responses = 71) 
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4.6 Please indicate your expectations concerning th e following: 
Tick the one that applies for each statement  

 Expectations  

Significantly 
decreases 

 Moderate 
decrease 

  Stay the 
same 

  Moderate 
increase 

 Significantly 
increases  

 0 1 2 3 4 5 6 7 8 9 10 
 Expectations (Crosstab with Q3.6 Awareness / 

Understanding / Progressing in BE maturity) 
Expectations (Crosstab with Q3.6 Competence / 

Advanced in BE maturity) 
A Sales turnover 

over the next year 7.29 7.59 
B Sales turnover 

during the next 3 
to 7 years 

8.56 8.68 

C Productivity over 
the next year   7.53 7.85 

D Productivity during 
the next 3 to 7 
years 

8.53 8.66 

E Profitability  over 
the next year 7.23 7.55 

F Profitability  during 
the next 3 to 7 
years 

8.47 8.55 

 

 
 

Note: Expectations, 0 = Significant decrease, 2 = Moderate decrease, 5 = Stay the same, 8 = Moderate 
increase, 10 = Significant increase. 

 
Graph 4.6: Sales growth and productivity expectatio ns cross tabulated with business excellence 

maturity (Question 3.6) (Responses = 74) 
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4.7 Do you have any comments to share on Section 4?  
 
I04 Results are being measured, however if results improve because of a BE model assessment it is 

difficult to explain this to top management. OFIs which are quite generic do not point to specific 
improvement activities. 

I06 If we adopt BE techniques appropriately and internalise BE practices, we should do better than many 
competitors. 

I10 Lots of Intangible Gains. 
I11 Since expansion project completed last year we are getting maximum productivity now. Increase in 

production from present would be moderate we expect. 
I14 Sales turnover & Profitability reduced due to reduction in commodity price over the next year. 
I17 Business excellence framework has helped us to improve our business performance after 

implementation of assessment feedback. 
I19 During the next two years our Plant capacity will double. 
J29 We cannot answer the questions 4.1 and 4.2, because we cannot make the comparison with other 

companies in the same industry. 
J36 We have improved the awareness of core values of the company and customer focus by BE 

activities. 
S38 New projects need learning curve before productivity can be improved further. 
S47 We do not deliberately distinguish business excellence as a separate activity, rather it is part & 

parcel of how we do our business. Compared to business excellence approach, people factor plays a 
major part in how we move from past to now. 

S53 I am unable to make comment about prior to BE assessment as I was not with the company then. BE 
was implemented as a programme driven by Japan head office. BE initiatives are yet to be fully 
integrated with business. However, it has led to notable successes & competitiveness in some 
subsidiaries. 

TH63 Continuous improvement system is necessary for Business Excellence and to achieve overall 
improvements in business results 
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Section 5 - Design of business excellence framework s 
 
5.1 What are your company’s goals and will business excellence help your company to achieve them? 
 

Indicate with a tick the level of importance 
  How important is business 

excellence in helping your 
company to reach its goals?  
Only complete for the goals 
that you have ticked.   

 Short -term goals (1 -
2 years).   
Does your company 
have short-term goals 
related to the 
following?  Tick �  up 
to 5 that are the 
most important.   

Long -term goals (5 
years or more).  
Does your company 
have long-term goals 
related to the 
following? Tick �  up 
to 5 that are the 
most important.  N

ot
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Leadership and Social Responsibility related goals  
A Leadership & vision        
B Reputation & trust        
C Ethical behaviour         
D Culture & values        
E Preparedness for disasters or emergencies        
F Regulatory & legal compliance        
G Fiscal accountability & financial management        
H Seeking investment/investors         
I Business model changes        
J Organisational structure changes        
K Involvement in the community & society        
L Environmental/green issues        
Strategy planning  
M Strategic planning        
N Action planning and deployment process        
Customer focus related goals  
O Market growth within country         
P Market growth internationally        
Q Acquisitions        
R Product performance e.g. quality/delivery/value        
S Service performance e.g. quality/delivery/value        
T Innovation in products & services        
U Customer satisfaction & dissatisfaction        
V Customer retention & relationship building        
Measureme nt, analysis and knowledge management related goals  
W Information management & control         
X knowledge management & best practices        
Y Information technology applications        
People related goals  
Z Employee satisfaction & dissatisfaction        
A1 Employee skills, development & training        
B1 Work organisation & involvement        
C1 Employee performance management/recognition        
D1 Succession planning & recruitment         
E1 Staff retention         
F1 Downsizing        
G1 Work environment, health, safety & ergonomics        
Process related goals  

H1 Continuous improvement        
I1 Design of products, services or processes        
J1 Marketing, selling  & invoicing processes        
K1 Purchasing & supplier relationships           

L1 Partner relationships        
M1 Outsourcing        
N1 Productivity gains for manufacturing        
O1 Productivity gains for our services        
P1 Cost reduction        
Q1 After-sales service, warranties & complaints        
R1 Distribution channels        
S1 Delivery of products/services        
T1 Managing buildings, equipment & materials        
U1 Innovation in processes        
V1 Technology & flexibility        
Other goals? Please specify  
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Graph 5.1A: Most popular short term goals expressed  as a % of responses (Responses = 49) 

 

 
Graph 5.1B: Most popular long term goals expressed as a % of responses (Responses = 65) 
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Graph 5.1C: Importance of business excellence in he lping companies to reach the 15 most popular 
short term goals (Responses = 66) 

 

 
Graph 5.1D: Importance of business excellence in he lping companies to reach the 15 most popular 
long term goals (Responses = 65) 
 
Other responses: 



 
47 

 

I07 Customer success 
J33 Sales 
S55 Various Risks such as Terrorism, Diseases (SARS, Swine Flue), Frauds 
TH65 Sales 
 
5.2 In general, are you confident that the design o f the business excellence framework used in your 
country is based on sound business principles and c an provide a reasonably accurate assessment 
of business excellence?  

Tick the one that applies 
A Extremely confident, the design is perfect 21% 
B Very confident but the design does require a few minor changes 62% 
C Reasonably confident but the design does require a number of changes  14% 
D Require further convincing, the design requires some major changes   1% 
E Not confident at all, the design requires a major overhaul 3% 

 
 

 
Graph 5.2: Level of confidence in the local busines s excellence framework expressed as a % of 

responses (Responses = 73) 
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5.3 Do you think that the business excellence frame work is a good framework for assessing 
sustainable competitiveness?  

Tick the one that applies 
A Extremely confident, the design is perfect 33% 
B Very confident but the design does require a few minor changes 49% 
C Reasonably confident but the design does require a number of changes  18% 
D Require further convincing, the design requires some major changes   0 
E Not confident at all, the design requires a major overhaul 0 

 
 

 
Note: No responses were recorded for “Require further convincing” or “No confidence”.   
 

Graph 5.3: Level of confidence in the business exce llence frameworks as a tool for assessing 
sustainable competitiveness expressed as a % of res ponses (Responses = 73) 

 
5.4 What changes to the framework should be made? A nd why?  
 
I02 There should be an increased focus on marketing. 
I03 Include Innovation 
I04 1.It should be industry specific so that comparisons is easy.  

2. Instead of generic OFIs they should be bit specific.  
3. Some features of "Deming" should be incorporated. 
4. Complexity of Industry to be taken into account.  
5. In case of a three tier organisation where SBUs, Regional Head offices and Corporate Office 
exists, it is difficult to assess SBU alone or Corporate office alone. 
6. For a company which has a product which is not FMCG like "electricity" it is difficult to compare 
many customer related aspects. 

I06 Changes to address innovation, outsourcing, management of temporary and contract labour could 
be considered 

I07 Present framework is sufficient 
I08 Financial Management and Technology & IT must be criteria itself instead of sub-criteria. Innovation 

needs to be accentuated. 
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I09 The business excellence framework is not being used as a "self-assessment tool for performance 
improvement" in India. It is being used more for winning awards. Also, the quality of assessments by 
award bodies are sub-optimal. 

I11 More integration of Business excellence model with unit's objectives and its deployment across all 
the Processes is needed. 

I13 Focus on global business and innovation to make companies competitive. 
I18 The framework should improve aligning of operational activities with strategic practices.  
I19 Scoring pattern on results part needs to be modified. 
I21 Site visits for assessment should provide "on-the-spot” improvement opportunities. 
I22 Framework appears to have been designed for very large organisations 
I25 In terms of implementation the focus should be on few points at a time and not on all with blurred 

focus. 
I26 More focus on Innovations may be added 
J31 It would be better if there is some kind of guideline which shows the connection between middle-

term/annual business plan and the timing/contents of self-assessment.  The detail activities in the 
business plan should be made based on the results of self-assessment, but we have not established 
the system to improve the maturity of strategy planning and policy deployment by self-assessment. 

J32 1. Leadership- The influence of the high turnover of top executives on the leadership and policy of 
risk assessment. 
2. Management strategy--- We cannot be sure that a good strategy building process results in a 
successful strategy. 

J36 The quality of examiners varies too widely. The assessment system gives a heavy burden to the 
company and affects the ordinary operation. 

S41 The framework is robust and comprehensive. However, different versions of the framework to 
accommodate differing organization sizes should be considered. It may be counter excellence to 
force fit the framework into a small organization. 

S42 Good framework 
S43 In Singapore, there are many companies of diverse ownership and makeup. In certain industries, 

due to size, it's not easy to do certain BE practices like benchmarking. 
S44 Include Supporting Green environment as a measure. 
S45 Should consider incorporating risk management and compliance into the framework 
S46 Just feel need to change the framework so it can be adopted by all organisation, SME etc. 
S51 Some aspects are not quite applicable to education e.g. sales figures 
S53 The SQA framework should be supported by a body of knowledge or guidelines that make 

assessment less subjective. Quality of assessment need to be improved to give valuable and 
actionable feedback. My company uses the MBNQA framework which is more effective, however, 
some fine tuning needs to be made to clarify the organisation core competence aspect since that 
concept is hard to interpret in actual business context. 

TA62 The result section should be included in each process section for easier understanding 
TH65 Requires higher business focus and correct positioning in the country. 
TH70 It's very difficult to find benchmark on the results. 
TH71 Need to focus on specific business such as healthcare and education the same as MBNQA 
TH72 Separate by business sector such as manufacturing, service, non-profit etc. to make it more suitable 

for specific types of organisations. 
 
5.5 Do you have any comments to share on Section 5?  
 
I10 Model to include Inclusive Growth 
J31 We think that it would be more effective to implement self-assessment and improve PDCA at the 

specific managerial issues, rather than implementing it at all the categories every time. 
J36 We have managed to improve company culture by solving individual issues day by day. 
TH63 For more understanding of Quality Applications, each process description and result should be 

combined and concluded in each section 
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Section 6 – Awareness of business excellence  
 
6.1 Why did your company decide to follow a busines s excellence path?  

Tick the level of importance for each statement 
  Level of importance  
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0 1 2 3 4 
A It was a decision by the CEO 6% 1% 18% 41% 34% 
B We were facing a crisis and needed a change in direction 46% 19% 19% 11% 5% 
C We liked its focus on continuous improvement 1% 1% 18% 64% 15% 
D To improve productivity 3% 15% 17% 59% 6% 
E To improve quality 1% 9% 10% 67% 12% 
F To become world class 7% 6% 4% 41% 41% 
G To win an award 19% 19% 31% 19% 10% 
H We wanted a holistic framework which our other initiatives could fit 

within 6% 12% 16% 42% 25% 
I To educate staff on the characteristics of successful organisations 5% 5% 34% 48% 9% 
J Research showed it would be beneficial  20% 19% 28% 28% 5% 
K To benchmark our business excellence scores within and across 

industries 9% 15% 19% 46% 10% 
L To have an external/independent measure of our performance 4% 6% 25% 44% 21% 
M To copy a competitor that was already using a business excellence 

approach 58% 9% 22% 9% 2% 
N We were encouraged by our customers 65% 15% 17% 2% 2% 
O We were encouraged by our suppliers 69% 11% 14% 3% 3% 
P We were encouraged by our government 63% 16% 16% 3% 2% 
Q Other – please specify: 9% 0% 0% 64% 27% 
       

 
Graph 6.1: Reasons for implementing business excell ence initiative expressed as an average of 

importance (Responses = 72) 
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6.2 What percentage of your senior management team are aware of your country’s business 
excellence framework?  

 
 Tick the one that applies 

A 0% 0% D 41-60% 5% 
B 0-20% 8% E 61-80% 23% 
C 21-40% 4% F 81-100% 59% 

 
 

 
Graph 6.2: Senior management awareness of business excellence expressed as a % of responses 

(Responses = 73) 
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6.3 What percentage of your employees are aware of your country’s business excellence framework?  
(your best estimate) 

 
 Tick the one that applies 

A 0% 6% G 41-50% 4% 
B 1-5% 8% H 51-60% 14% 
C 6-10% 3% I 61-70% 18% 
D 11-20% 11% J 71-80% 15% 
E 21-30% 4% K 81-90% 10% 
F 31-40% 4% L 91-100% 7% 

 
 

 
Graph 6.3: Employees’ awareness of business excelle nce expressed as a % of responses 

(Responses = 72) 
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6.4 The following questions seek to obtain your opinion on the services provided within your country to 
create awareness and understanding of business excellence. These services are usually supplied by the 
organisation that administers the national business excellence award but may be supplied by other 
organisations. 
 

List of activities/services that help to raise awar eness 
and understanding of business excellence within a 
country.   
  
(BE = business excellence) 
 
 

Tick �   the 5 
activities that you 
think your country 
should focus on 
improving/doing 
more of over the 
next few years to 
raise awareness 
levels and 
understanding of 
business 
excellence. 

Which 
activities has 
your company 
experienced/ 
used within 
your country? 
Indicate with a 
tick � .  

For the activities you have used, 
how beneficial they have been? 
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A Promotion of  BE via websites         
B Marketing of BE to CEO’s/senior managers         
C Marketing of BE to managers/employees         
D Obtaining the assistance of assessors to promote 

BE 
        

E Obtaining the assistance of companies that 
already use BE to promote BE 

        

F Conference on BE         
G Workshops/training in BE          
H Presentations from Award winners         
I Press releases on BE         
J Access to simple-to-understand publications that 

explain BE and its benefits 
        

K Encouraging schools to promote and teach BE to 
their pupils 

        

L Encouraging tertiary institutions to promote and 
teach BE to their students 

        

M Encouraging industry/ membership based 
associations to promote  BE to their members 

        

N Encouraging government institutions to promote  
and use BE  

        

O Having BE Awards at the local level (by city or 
area of a country) 

        

P Raising the profile of the national business 
excellence award 

        

Q Other – please specify:         
R          
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Graph 6.4A: Activities that should be improved or u ndertaken more often by the country’s BE 

administrator to raise business excellence awarenes s expressed as a % of responses  
(Responses = 70) 

 

 
Graph 6.4B: Business excellence awareness activitie s that have been experienced by respondents 

expressed as a % of responses (Responses = 62) 
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Graph 6.4C: The business excellence awareness activ ities that rated as most beneficial expressed as 

a % of responses (Responses = 64) 
 
Other responses: 
S41 Mentoring another company to help them participate in a BE Assessment 
TH65 Benchmarking to be provided within industry 
 
6.5 Do you have any comments to share on Section 6?  
 
I05 It is important to establish in the public mind that Business Excellence leads to results and that there 

are several outstanding examples which prove this 
I09 If Business Excellence has to be made successful in India it has to be marketed by CEO's who have 

successfully used it.  
J36 Through benchmarking, we succeeded in dynamic change. We are really glad that we have 

challenged Business Excellence. 
S53 SQA as an award has been well publicised. However, there is much less communication/ marketing 

on the benefits of the framework to help improve business performance. There should be more 
marketing to convince the use of the BE framework to improve business, rather than to pursue 
award. Assessment should be done for the same purpose as well. To help the company improve, not 
just to obtain a score. 

TH63 Benchmarking or comparison with best in class is necessary for awareness of Business Excellence 
TH71 For question 6.3, 50% of our employees are part-time employees 
TH72 Should have long term strategies for increasing BE awareness and recognition. Should integrate with 

other national accreditation such as HA Thailand. 
TH73 Normally if successful on BE then new business will be obtained of an "Excellence" rank - it means 

that our customers will favour BE suppliers. 
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Section 7 – Applying a business excellence approach  
 
7.1 What does your company’s business excellence ap proach consist of? You may tick more than one 
statement. 
                                Tick those that apply 

Education and training  
A Education and training programmes on business excellence are provided to a few of our staff.  22% 
B Education and training programmes on business excellence are provided to the majority of our 

staff. 56% 
C Education and training programmes on business excellence are provided to our senior 

management team.  60% 
D We use the business excellence framework for reference purposes when developing our own 

company’s business excellence framework/approach.  38% 
Type of assessments  
E We undertake business excellence self-assessments (internal assessments).  67% 
F We hire outside consultants who undertake business excellence assessments on our company 

(external assessments).  26% 
G We are assessed when we apply for our national business excellence award (external 

assessment) 63% 
Frequency of assessments  
H We assess our business excellence performance every year 52% 
I We assess our business excellence performance every two years 19% 
J We do not undertake regular business excellence assessments 10% 
Scope of assessments  
K We undertake one business excellence assessment that covers the whole company 53% 
L We undertake many business excellence assessments that cover our business units and 

departments.   30% 
Supporting structure for business excellence  
M We allocate people within our company to be category leaders. These are responsible for 

leading improvement initiatives within a business excellence category.  23% 
N We have set up a number of Improvement Teams to address our opportunities for improvement 25% 
O We implement and monitor improvement actions based on assessment findings 27% 
P We have one Business Excellence Team that oversee all our business excellence related 

activities 52% 
Q We have one person whose full-time role is on business excellence.  55% 
R We have a team of people who work full-time on business excellence initiatives.  60% 
S Our senior managers are fully involved in our business excellence initiatives 62% 
T A culture of excellence is embedded within our systems and does not require specific business 

excellence related interventions for it to continue and prosper  62% 
U Other – please specify:  
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Graph 7.1A: Company’s business excellence approach in education and training  expressed as a % of 

responses (Responses = 73) 
 
 

 
Graph 7.1B: Company’s business excellence approach in  assessment  expressed as a % of 

responses (Responses = 73) 
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Graph 7.1C: Company’s business excellence approach in frequency of assessment  expressed as a % 

of responses (Responses = 73) 
 

 
Graph 7.1D: Company’s business excellence approach in scope of assessment  expressed as a % of 

responses (Responses = 73) 
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Graph 7.1E: Company’s approach in creating supporting structure for business excellence 

expressed as a % of responses (Responses = 73) 
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7.2 The following questions seek to obtain your opinion on the services provided within your country to help 
companies use a business excellence approach. These services are usually supplied by the organisation 
that administers the national business excellence award but may be supplied by other organisations. 
 

List of activities/services that help companies to use a 
business excellence approach within a country.   
 
(BE = business excellence) 
 
 

Tick �  the 5 
activities that you 
think your country 
should focus on 
improving/doing 
more of over the 
next few years to 
help companies to 
use a business 
excellence 
approach. 

Which 
activities has 
your company 
experienced/ 
used within 
your country? 
Indicate with a 
tick � .  

For the activities you have used, 
how beneficial they have been? 
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Information resources  
A Publications on BE e.g. showing - best practice case 

studies,  examples of BE applications, the types of BE 
assessments that can be used, benchmarks, 
descriptions of  business improvement tools and 
techniques.. 

        

B Website of BE information e.g. showing - best practice 
case studies,  examples of BE applications, the types 
of BE assessments that can be used, benchmarks, 
descriptions of  business improvement tools and 
techniques.. 

        

C Copies of BE submission documents from Award 
winners  

        

D Industry specific BE guides to explain BE in terms 
relevant to the industry.  

        

Training and education  
E Best/good practice tours         
F Conference on BE          
G Workshops/seminars in BE          
H BE assessor training courses         
I Certified course of training in BE e.g. diploma or 

masters degree. 
        

J Train the trainer courses (for assessors/consultants)         
Networking  
K Networking meetings for business excellence users         
L Networking meetings for CEOs /senior managers of 

business excellence users 
        

M On-line BE forums/discussions         
BE Asse ssment  
N BE self-assessment tools provided as paper copies.         
O BE self-assessment tools - on-line/software version          
P BE assessments facilitated by consultants         
Q BE Awards at the national level         
R BE Awards at the local level (by city or area of a 

country) 
        

Other  
S Business Excellence mentoring (e.g. access to BE 

assessors/experts for advice) 
        

T Access to Business Excellence consultants for advice 
and assistance 

        

U Opportunities for sharing and leaning from companies 
in other countries  

        

V Benchmarking services and consulting (activities to 
learn from best practices)  

        

W Additional frameworks, guides and Awards that stem 
from BE and focus on specific topics such as 
Corporate Responsibility, Knowledge Management, 
Environmental Sustainability and Leadership 

        

X Other – please specify:         
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Graph 7.2A: 10 highest priority application activit ies (activities that help companies to improve) tha t 
the country’s BE administrator should focus on impr oving or undertaking more often expressed as a 

% of responses (Responses = 71) 
 

 
Graph 7.2B: The 10 business excellence application activities (activities that help companies to 
improve) that have been experienced the most by res pondents expressed as a % of responses  

(Responses = 65) 
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Graph 7.2C: Business excellence application activit ies (activities that help companies to improve) 
that rated as most beneficial expressed as an avera ge of responses (Responses = 68) 
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7.3 What are the main barriers hindering a long-ter m commitment to business excellence within your 
company?  

Tick up to 3 
 Tick �  up to 3 

main barriers. 

Internal issues 
A Lack of leadership commitment 13% 
B Frequent changes of personnel in our senior leadership team (leading to a change in direction) 16% 
C Lack of understanding of the meaning of business excellence 25% 
D Lack of understanding of how to develop a business excellence culture 38% 
E Lack of understanding of business excellence assessment methods 12% 
F The benefits from business excellence are not clear 36% 
G Lack of time to devote to business excellence 30% 
H Lack of resource to devote to business excellence 29% 
External issues 

I The BE training courses that are available do not meet our needs 6% 
J Lack of consultants with expertise in BE 6% 
K Lack of opportunities to learn from other companies 26% 
L Lack of business excellence assessment methods/tools that we can use 6% 
M Lack of assistance (in general) to help our company gain the most from business excellence 17% 
N Other – please specify:  

O   
 

 

 
Graph 7.3A: Internal issues hindering the commitmen t to implement business excellence expressed 

as a % of responses (Responses = 69) 
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Graph 7.3B: External issues hindering the commitmen t to implement business excellence expressed 

as a % of responses (Responses = 69) 
 
Other: 
 
TH65 Lack of suitable benchmarking data for our company 
S55 Lack of acceptance that BE is part of everyone’s responsibility 
I08 Industry specific framework 

 
7.4 Do you have any comments to share on Section 7?  
 
I05 We are going through a stage during which we are convincing ourselves as an organisation to adopt 

the CII Business Excellence Model 
I13 IT Industry data is not available. 
I27 Course on Document Writing skill is much needed. Assessor training should include "video Case 

Studies" of Site visit interactions. 
J31 It is not so difficult to prove that the organization achieves good business performance if it 

understands Business Excellence very well and introduces it correctly. But I also think that the 
organization which establishes a good management system is assessed as high level in BE criteria. 
As a result, Business Excellence, which is the integrated knowledge of good management practices 
could be regarded as the assessment criteria to judge good management organizational 
management. How do the experts in this survey think about this point? 

J37 Top executive has changed.  At this moment, the activities have been implemented, but I do not 
know the future. 

S43 Time and resources is a major barrier for SMEs as we struggle with daily operational issue and 
organisational growth. 

S48 Lack of commitment from all staff at all levels. 
S53 We assess our sales subsidiaries using BE framework every year. For our own regional office, we 

use Baldrige survey. We focus more on improving our sales subsidiaries.  The main issue is that the 
role of business excellence in helping business performance is not apparent to senior leaders. This 
led to lower level of commitment than there should be. 
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TH63 Benchmarking services in Thailand or region is essential for Business Excellence and helpful for 
various enterprises to present improvement of each result. Hope to have Benchmarking Services in 
Thailand. 

TH67 Regular external assessment e.g. every 3 years period, would help to maintain and improve long 
term BE system. 

TH68 The BE training courses that are available do not meet our needs; Lack of business excellence 
assessment methods/tools that we can use; Lack of assistance (in general) to help our company 
gain the most from business excellence are main barriers 
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Section 8 – Business Excellence Awards  
 
8.1 How would you describe the profile of your coun try’s Business Excellence Award? 

Tick the one that applies 
Low 

profile/viewed 
as an 

insignificant 
award 

    Moderate 
profile/viewed 
as an 
average 
award 

    High profile/ 
viewed as 
the 
country’s 
premier 
award 

0 1 2 3 4 5 6 7 8 9 10 
1% 0% 1% 4% 1% 13% 13% 22% 19% 15% 7% 

 
 

 
Graph 8.1: Country’s profile of business excellence  award expressed as a % of responses 

(Responses = 67) 
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8.2 The following questions seek to obtain your opi nion on the Awards process within your country.  
These services are usually supplied by the organisation that administers the national business excellence 
award but may be supplied by other organisations. Only answer this question if your company has applied 
for the national business excellence award.  
 

List of activities/services that support an Awards process.  
  
(BE = business excellence) 
 
 

Tick �  the 5 
activities that 
you think your 
country should 
focus on 
improving 
over the next 
few years. 

Which 
activities has 
your 
company 
experienced/ 
used within 
your 
country? 
Indicate with 
a tick � .  

For the activities you have used, 
how beneficial they have been? 
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A Launch event for the Award         
B Assessor selection process         
C Assessor training         
D Senior assessor training/instructions (e.g. for the 

leader of an evaluation team) 
        

E Guidelines and assistance for potential applicants on 
submitting an Award application (to obtain good 
submissions) 

        

F Guidebook  to explain the BE framework          
G Support  provided  to ensure assessor teams follow 

due process (e.g. additional mentoring or use of 
observers) 

        

H Eligibility/selection criteria and process to determine 
which applicants are considered for an Award (this 
may involve a short-listing process) 

        

I Site visits to Award applicants         
J Consensus meeting /process to discuss and agree on 

the feedback to give to applicants 
        

K Feedback report to the applicant – presentation and 
content 

        

L Judging panel          
M Award ceremony         
N Publicity surrounding the Awards         
O Opportunities for applicants and assessors to suggest 

improvements to the Awards process 
        

P General management of the Awards process         
Q Other – please specify:         

R          
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Graph 8.2A: 10 highest priority award related activ ities that the country’s BE administrator should 
focus on improving or undertaking more often, expre ssed as a % of responses (Responses = 57) 

 
 

 
Graph 8.2B:  The 10 business excellence award activ ities that have been experienced the most by 

respondents expressed as a % of responses (Response s = 56) 
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Graph 8.2C: The business excellence award activitie s that rated as most beneficial expressed as a % 

of responses (Responses = 56) 
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8.3 Does the current Awards process represent good value for the time/resource investment of 
applicant companies?  

Tick the one that applies 
A Excellent  19% 
B Good 52% 
C Average 27% 
D Poor 1% 
E Very poor 0% 

 
 

 
Graph 8.3: Value of business excellence award expre ssed as a % of responses (Responses = 67) 
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8.4 Do you think that there should be changes to th e general process for applying and assessing 
companies for a Business Excellence Award? 

Tick the one that applies 
No it should 
stay as it is  

 Minor 
changes 

  Moderate 
changes 

  Major 
changes 

 Radical 
changes 

0 1 2 3 4 5 6 7 8 9 10 
6% 0% 21% 17% 5% 25% 14% 5% 6% 0% 0% 

 
 
 

 
Graph 8.4: Need for change in business excellence a ward application process expressed as a % of 

responses (Responses = 63) 
 
8.5 Do you have any comments to share on Section 8?  
 
I02 We need to consider some sort of financial incentives for assessors, especially those who have 

retired from active service. 
I09 The assessment in India is largely done by quality professionals who do not understand business. 

We need assessors who have been business managers and understand the various nuances of 
businesses. Often quality professionals assess companies through their parochial window which 
should change.  

I14 Focus should be on improvement to achieve continual improvement in all fronts. 
I21 More time allocation for site visit compared to consensus. 
I27 Share scores of sub-criteria (e.g. 1a, 1b, 1c etc.,) Consider to change venue for the Award Function 

each year. 
J30 It is important to improve the publicity of the quality award and increase the number of applicants. 
J33 There is no assessment for health care industry, school, etc... 
TH63 Business Excellence Award is the Best Award in country so promotion or advertising the award 

should be arranged more than present situation. 
TH64 Sending the feedback report back to the organization should be on time. 
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Section 9 – Improvement Tools 
 
9.1 What improvement tools are used in your company? (Please complete the table below, tick the relevant boxes)  

  

1: Improvement Tools  

2: Are people in your 
company aware of this 

tool?  
 
 

Rate the level of awareness  
of this tool within your company  

3: Currently, is 
this tool used in 
your company? 

 
 
 
 
 
 
 
 
 
 
 

Yes        No 

4: How effective 
has this tool 

been in improving 
performance in 
your company? 
(Only answer if you’ve 

ticked a 'yes' in column 3)  

5: Do you 
expect to use 
this tool in the 
next 3 years?  

 
 
 
 
 
 
 
 
 
 
 

Yes         No  Z
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Informal 
Benchmarking  

Actively encouraging employees to learn from 
the experience and expertise of other 
colleagues and organisations through 

comparing practices and processes e.g. 
through best practice tours, conferences, best 

practice websites, networking 

                                        

Performance 
Benchmarking  

Comparing performance levels of a 
process/activity with other organisations – 
therefore comparing against benchmarks 

                                        

Best Practice 
Benchmarking  

Following a structured process for comparing 
performance levels and learning why better 

performers have higher levels of performance 
and adapting/implementing those better 

practices 
                                        

Balanced 
Scorecard 

Used for measuring whether the activities of a 
company are meeting its objectives in terms of 
vision and strategy by focusing on a balanced 

set of outcomes 
                                        

Business 
Excellence  

Such as EFQM, Baldrige, or any other  
national excellence model                                         

Business 
Process Re-

 Involves significant changes in the design and 
production of an organisation`s 

products/services by focusing on processes 
                                        



 
73 

 

1: Improvement Tools  

2: Are people in your 
company aware of this 

tool?  
 
 

Rate the level of awareness  
of this tool within your company  

3: Currently, is 
this tool used in 
your company? 

 
 
 
 
 
 
 
 
 
 
 

Yes        No 

4: How effective 
has this tool 

been in improving 
performance in 
your company? 
(Only answer if you’ve 

ticked a 'yes' in column 3)  

5: Do you 
expect to use 
this tool in the 
next 3 years?  

 
 
 
 
 
 
 
 
 
 
 

Yes         No  Z
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engineering 
(BPR) 

rather than traditional functions 

Corporate Social 
Responsibility  

System designed to measure, apply, assess, 
and report organisational efforts to integrate 
CSR, particularly environmental and social 

concerns,  into all  operations 
                                        

Customer (Client) 
Surveys  

Surveys to obtain customer feedback                                         

Employee 
Surveys 

Surveys on employee well-being and 
satisfaction                                         

Environmental 
management 
system 

Such as ISO 14001, therefore having an 
environmental policy and system and 

complying with regulations 
                                        

Employee 
Suggestion 
Scheme  

A formal mechanism by which employees can 
offer their ideas                                         

Improvement 
Teams   

A team established  and/ or supported by 
management  to address a specific 

 improvement issue 
                                        

Knowledge 
Management  

A range of practices used by organisations to 
identify, create, represent, and distribute 

knowledge 
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1: Improvement Tools  

2: Are people in your 
company aware of this 

tool?  
 
 

Rate the level of awareness  
of this tool within your company  

3: Currently, is 
this tool used in 
your company? 

 
 
 
 
 
 
 
 
 
 
 

Yes        No 

4: How effective 
has this tool 

been in improving 
performance in 
your company? 
(Only answer if you’ve 

ticked a 'yes' in column 3)  

5: Do you 
expect to use 
this tool in the 
next 3 years?  

 
 
 
 
 
 
 
 
 
 
 

Yes         No  Z
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Lean 
A process of improvement that focuses on 

practices aimed at reducing inventory levels 
and waste from the organisation’s key 

processes 
                                        

Mission and 
Vision Statement 

Brief statements of the purpose and vision of 
an organisation, with the intention of keeping 

employees aware of the organisation's 
direction 

                                        

Plan-Do-Check -
Act (PDCA)  

A four step process for continuous  
improvement                                         

Quality Circle  
Teams that are voluntarily formed to discuss 

and address problems/issues that they 
encounter.   

                                        

Quality Cost Measurement of prevention, appraisal, internal 
& external failure costs.                                          

Quality Function 
Deployment 
(QFD)  

A structured team approach in which customer 
requirements are translated into appropriate 

technical requirements for each stage of 
product development and production 

                                        

Quality 
Management 
System  

Such as ISO 9001, following procedures, 
quality manual and auditing                                         

Six Sigma  
A measured and fact-based approach to 
reducing process variation and improving 

performance 
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1: Improvement Tools  

2: Are people in your 
company aware of this 

tool?  
 
 

Rate the level of awareness  
of this tool within your company  

3: Currently, is 
this tool used in 
your company? 

 
 
 
 
 
 
 
 
 
 
 

Yes        No 

4: How effective 
has this tool 

been in improving 
performance in 
your company? 
(Only answer if you’ve 

ticked a 'yes' in column 3)  

5: Do you 
expect to use 
this tool in the 
next 3 years?  

 
 
 
 
 
 
 
 
 
 
 

Yes         No  Z
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Strengths, 
Weaknesses, 
Opportunities, 
and Threats 
(SWOT) Analysis. 

A strategy development tool used to identify 
the strengths, weaknesses, opportunities and 

threats facing an organisation 
                                        

Total Productive 
Maintenance 

An approach to maximising equipment 
effectiveness throughout the entire life of the 

equipment. 
                                        

TQM 
A management approach for long-term 
success through improving customer 

satisfaction, processes, products, services 
and culture 

                                        

5S 
A housekeeping method for organizing a 

workplace, especially a shared workplace (like 
a shop floor or an office space and keeping it 

organized) 
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Graph 9.1A: % of companies that stated they had “Mo derate” or “High” awareness of an 

improvement tool (Responses = 73) 

 
Graph 9.1B: % of companies that use an improvement tool (Responses = 73) 
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Graph 9.1C: % of companies that rated an improvemen t tool as having a “Moderate” or “Major” 

impact on improving company performance (Responses = 73) 

 
Graph 9.1D: Likelihood to use the improvement tool in the next 3 years if not currently used 

expressed as a % of responses (Responses = 55) 
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Section 10 - Questions to national business excelle nce award winners  
 
This section should only be completed by those companies that have won a national business excellence 
award.  
 
Part A – Questions on business excellence 
 
10.1 Which year (or years) did your company win you r national business excellence award?  
 

 
Graph 10.1: Winning a national business excellence awards expressed as a number of 

organizations per year (Responses = 28) 
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10.2 How has winning your national business excelle nce award assisted your business?  
 

Tick the one that applies for each statement 
 Level of beneficial effect 

No 
effect 

    Moderate 
effect 

    Major  
effect 

0 1 2 3 4 5 6 7 8 9 10 
A Reputation  7.3 
B Brand image  7.0 
C Employee satisfaction 7.2 
D Customer satisfaction 7.0 
E Financial benefits 6.2 
F Other – please specify:            
 

 
 

Note: 0 = No effect, 5 = Moderate effect and 10 = Major effect. 
 

Graph 10.2: Benefits of winning a national business  excellence award expressed as an average of 
responses (Responses = 28) 
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10.3. How long do you believe that the benefit from  winning an award lasts?  

Tick the one that applies 
A 1 year 10% D 6-8 years 10% 
B 1-2 years 13% E 9-11 years 0 
C 3-5 years 60%  F 11-15 years 3% 
  G More than 15 years 3% 

 
 

 
Graph 10.3: Duration of benefits from winning a bus iness excellence award expressed as a % of 

responses (Responses = 30) 
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10.4 Has your company’s focus on business excellenc e changed since winning the award?  
 

Tick the one that applies 
Our focus on 

BE has 
decreased 
significantly 

    Our focus on 
BE has 
stayed the 
same  
 

    Our focus 
on BE has 
increased 
significantly 

0 1 2 3 4 5 6 7 8 9 10 
0% 0% 0% 7% 0% 17% 10% 20% 27% 17% 3% 

 
 

 
Graph 10.4: Change in business excellence focus sin ce winning last award expressed as a % of 

responses (Responses = 30) 
 
 
If your company’s focus on BE has decreased or incr eased please explain why? What is your 
company doing differently today?  
 
Decreased: 
 
I14 The nature of business does not allow us continuously grow due to govt. regulation. Attrition of 

highly skilled manpower at all levels. 
J32 After winning JQA, most of executives and staff moved from the JQA winning division. Because of 

not training enough numbers of successors, the self-assessment process did not function in the 
three years after winning JQA. 

J33 The business process innovation has been stale. The division won the JQA, but there had been 
the gap between our division and other divisions in sales, profit, customer satisfaction, employee 
satisfaction, etc. 
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Increased: 
 
I10 Working towards Deming Prize 
I13 We have restructured to embed Excellence in the units itself. 
I24 The division identified key focus areas from the external assessment areas and has put in specific 

teams to implement initiatives with timelines and goals. 
I19 In line with our vision, we are focused to perform best within our Group as well as the type of 

Industry in which we are operating. 
I21 Feedback report is used for starting new initiatives, new tools employed and strategy deployed 

effectively. 
J30 Both executives and employees have become to feel responsible for being an exemplar company  

as expected as a management quality award (prize) winner, as well as wishing to challenge the 
upper awards. 

J28 We promoted business excellence activities to company-wide activity (movement). Then the 
consciousness to introduce BE concepts to all the business processes has been established. 

J36 Idea and core value among all the people 
S41 We leverage on our BE framework to build a strong foundation of operating systems, 

measurements and controls to ensure operational excellence across processes, geographies and 
business units. 

S45 More staff are receptive after experiencing the impact if has in the business community and 
through customer feedback. 

S51 To uphold the status and improve on it 
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Part B – Questions on innovation 
 
10.5 Define what innovation means for your organiza tion?  
 
I10 Growth and Sustenance 
I13 We have defined innovation as 3 types, derivative innovation, disruptive innovation, incremental 

innovation. 
I14 Innovation means the ability of the organisation to achieve breakthrough products and processes 

to provide high value to customers and stakeholders. 
I17 A major change in our organization which covers new product, production methodology, 

technology changes, process changes, HRD practices has been considered as innovation. 
I19 Major changes in process, product, technology, people management system, resulting in high 

financial outcomes. 
I21 Customer focussed improvements 
I24 Innovation manifests from small improvements into breakthrough improvements 
I26 Breakthrough Improvements 
J28 New creation which other companies do not realize (in core competence, business process, etc.) 
J29 To think of a better way 
J30 Vision – The company which continuously challenges to innovate for contributing social 

development, the company which keeps satisfying the customers, and the company in which the 
employees work vigorously. 

J32 Core value as "Innovation that matters for our company and for the world" is shared among all the 
employees. Not only developing/manufacturing the products, we aim at contributing to society, 
human being, and various other businesses through working at our company. 

J33 The activities result in improvement of customer satisfaction, improvement of employees' 
satisfaction, improvement of sales and profit. Namely, innovation helps to make the company 
which helps us for improving the value of working life. 

J34 Delegation of responsibility for innovation. The management style also changes from top-down to 
bottom-up. 

J36 Innovation is to change and to establish the consciousness of people in the company for 
changing the behaviour. 

S41 Create and deliver differentiating solutions and services that focus on the total performance 
pictures of our customers. 

S43 Be able to do something others are not doing or doing it in a better way. 
S45 Creation of value for our customers. 
S49 Keeping ahead of competition through innovative products and services 
S51 Cutting edge processes 
S56 Developing new products and/or services, based on consumer insights/needs 
TA62 1.Lead into new area 2.change for process improvement 3. Tomorrow is better than today.  

Tomorrow is a New day 
TH66 Breakthrough improvement in technology, process, product and / or services through challenging 

the status quo, out of box thinking and achieving results that apparently seem impossible to 
achieve. 

TH67 New and better products and processes. 
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10.6 How important is it for your company to be inn ovative?  

Tick the one that applies 
Not of 

strategic 
importance 

    Moderate 
strategic 
importance 

    Major 
strategic 
importance 

0 1 2 3 4 5 6 7 8 9 10 
0% 0% 0% 0% 0% 3% 7% 13% 20% 20% 37% 

 
 

 
Graph 10.6: Importance of innovation expressed as a  % of responses (Responses = 30) 
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10.7  What areas below does your company need to be  most innovative in for it to grow and meet 
its  goals  in the longer term (3-7 years) within y our market//industry? 
 

 Tick �  the 3 that are 
the most important. 

A Leadership system  19% 
B Strategic planning system 11% 
C Strategies  26% 
D Organisational structure 11% 
E Business model 26% 
F Information systems 7% 
G Human resource systems 22% 
H Processes 26% 
I Customer focus   52% 
J Supplier relationships  4% 
K Community relationships 0% 
L Partnerships 11% 
M Environmental focus 7% 
N Products  33% 
O Services 22% 
P Other – please specify:  
Q   

 
 

 
Graph 10.7: Most important areas of innovation expr essed as a % of responses (Responses = 27) 



 
86 

 

10.8 How do you rate your company’s current level o f innovation in the following areas? 
 

Tick the one that applies for each statement 
 Level of innovation 

Poor  Below 
average 

in 
industry 

  Average 
in 

industry 

  Best in 
industry 

 World 
class 

0 1 2 3 4 5 6 7 8 9 10 
A Leadership system  7.1 
B Strategic planning system 6.6 
C Strategies  6.7 
D Organisational structure 6.7 
E Business model 6.9 
F Information systems 6.8 
G Human resource systems 6.4 
H Processes 6.8 
I Customer focus   7.3 
J Supplier relationships  6.6 
K Community relationships 6.8 
L Partnerships 6.8 
M Environmental focus 6.9 
N Products  7.3 
O Services 7.2 
 

 
Note: 0 = Poor, 2 = Below average in industry, 5 = Average in industry, 8 = Best in industry, 10 = World 
class. 
 

Graph 10.8: Level of innovation expressed as an ave rage score of responses (Responses = 29) 
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10.9 Do you think that the Business Excellence Fram ework should focus more on innovation? 

 �  No  �  Yes                      �  Don’t know. 

 
Graph 10.9: Responses to, “Do you think that the bu siness excellence framework should focus 

more on innovation?” expressed as a % of responses (Responses = 30) 
 
If yes, please explain and highlight the areas where there needs to be greater focus on innovation.  
 
I10 Strategic Management 
I13 Business Models 
I14 Greater focus on product and processes. 
I17 New product development. brand image, customer delight. 
I19 Improvement in every sphere of activities. 
I21 Focus on process innovation. 
I24 Innovation in all its key processes that bring in high value to business and customers at large 
S45 It will add new and creative dimensions to the framework. 
S49 Products 
S51 Processes in pedagogy, more platforms for innovation sharing, effective depository for innovation 

project collection and sharing 
S56 Innovation can apply to all categories of the BE framework, thus improving and having 

breakthrough in all areas to maintain the Best-in-Class 
TH66 Leadership involvement in creating a culture of innovation which allows out of box thinking and 

risk taking capabilities. Also, innovation in product offerings, customer service and brand 
positioning. 

 
10.10 Do you have any comments to share on Section 10? 
 
 
I14 Innovation is a latest buzz word to achieve customers / stakeholders delight. Hence, there should 

be large focus on this in business excellence. 
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APPENDIX B 
 

Discussion Group Notes on the 
Impact of Business Excellence/ Quality Awards on En terprises 

 
Discussion groups of between 4 to 8 people were held in India, Japan, Republic of China 
(ROC), Singapore, and Thailand:  
 

·  India, 21-23 September, 6 discussion groups at workshop.  
·  Singapore, 24-25 September, 4 discussion groups at workshop.  
·  Thailand, 26-28 September, 4 discussion groups at workshop.  
·  ROC-Taiwan, 29-30 September, 4 discussion groups at workshop.  
·  Japan, 1&2 October, 3 discussion groups at workshop. 
 

Participants were senior management that had a good understanding of their organisation’s 
business excellence approach including its impact on organisational performance. Each 
discussion group were allocated two of the following questions to answer.  
 

1. a) What are the main barriers to applying and sustaining BE within your country? 
b) How can they be overcome?  
 

2.  How can we get more companies in your country to follow a BE path? What needs to 
be changed or improved - think of your customers/suppliers/SMEs what would 
encourage them to follow a BE path? 

3.  a) What are the main current and emerging challenges facing companies in your 
country? E.g. Economics, cultural, social, legal, environmental.  

b) Will BE help companies to meet these challenges? If not, how does the BE model or 
use of the model need to change?  

 
4 a) What does your country do well in terms of helping companies on their business 

excellence journey? Therefore what services have been most helpful to your 
company? 

 b) Which business excellence support services that are not currently provided (or 
which need to enhanced) would be of tremendous benefit to companies?  

 c) Would you like to see some international services for the whole of Asia being 
provided? If so, what would these be?  

 
Each discussion group captured their responses on a flip chart and presented them to all the 
workshop participants. Their responses to each question are recorded below: 
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1a. What are the main barriers to applying and sust aining BE within your country?  
 

·  Top leadership do not see the need (India) 
·  Business excellence needs to be covered in leadership training programmes (India) 
·  Leadership commitment (plus longevity of top leadership in public sector leading to 

reduced willingness to change) (India) 
·  Companies are not aware of business excellence (India) 
·  Managers do not understand business excellence and how it differs from other 

initiatives/approaches (India) 
·  Results from business excellence are not seen quickly (India) 
·  Business excellence is not seen as an overarching framework (India) 
·  No demand from customers or from internal leaders (India) 
·  Companies use it for assessment rather than embedding excellence (India) 
·  Business excellence needs to make clear business sense and at the moment this is not 

loud and clear (India) 
·  There are multiple business excellence awards (CII, Rhavi Ghandi, Qimpro, Peacock 

awards etc) and some have little credibility. This creates confusion and impacts on the 
general perception of business excellence (India)  

·  Short-termism of CEOs/senior leaders leading to focus on short-term profits (Japan) 
·  Outcomes from business excellence are less tangible than other initiatives such as 

Kaizan (Japan) 
·  No government support (Japan) 
·  Business excellence in Japan was initially thought to be primarily directed at customer 

satisfaction. Now this is no longer the case and there is a much better understanding 
(Japan) 

·  Mindset is top-down and business excellence encourages empowerment etc – therefore 
does not appeal to some senior managers (Singapore) 

·  Difficult for some companies to understand how business excellence can be integrated 
with its other initiatives. It needs to be seen more as an overarching framework 
(Singapore) 

·  Results from business excellence are difficult to quantify (Singapore)  
·  Companies do not have the time to document and produce evidence as to why they 

follow a certain path and take certain actions. (Singapore) 
·  Business excellence can be difficult to sustain due to staff turnover and lack of resources 

(Singapore) 
·  Large Enterprises: CEO is not convinced by BE or TQM. They have their own way to run 

the company and have their own focus. (ROC) 
·  Small and Medium Enterprises: TQM creates extra loading on employees. (ROC) 
·  Limited education and understanding (ROC) 
·  Business excellence is perceived as not linking to performance (ROC) 
·  Business excellence primarily focuses on strategic perspectives and is time consuming 

(ROC) 
·  Commitment of top management team (ROC) 
·  It can be hard to understand for businesses (Thailand) 
·  The positioning of TQM and business excellence is not widely understood and this may 

lead to some TQM companies not embracing it (Thailand) 
·  Business excellence is considered to be costly as primarily promoted as awards 

programme (Thailand) 
·  Too much focus on short-term profits (Thailand)  
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·  Leadership vision and attitude – hard to change (Thailand) 
·  It is seen as a nice to have and not an essential ingredient for success (Thailand) 

 
1b. How can they be overcome?  
 

·  Barriers can be overcome by more success stories, adopt a single model throughout 
India and have supporting regional programmes, we need a curriculum on business 
excellence so that it is taught in schools and universities, a supporting program with 
visits by senior management to best practice companies needs to be set up throughout 
India, legitimacy and higher profile of business excellence required with key business 
excellence advocates in organizations reporting to the CEO (India) 

·  The support of prefectures is valuable and the awards at this level have been successful 
in many prefectures (Japan) 

·  Government support (Japan) 
·  Greater promotion of business excellence (Japan) 
·  Business excellence needs to be a top priority of senior managers (Japan) 
·  Need to promote the core values and principles of business excellence in addition to the 

model itself (Japan) 
·  We need the baton of excellence to be passed from manager to manager, particularly 

important that CEOs pass it on to the next CEO (Japan) 
·  Barriers can be overcome through better education, regular training, regular publicity, 

constant reminders and ensuring that companies have a system in place to ensure that 
business excellence maintenance is a key part of the business (Singapore) 

·  Government should set effective incentives. Such as tax reduction to NQA winners, 
special fund for companies which continue to be winners in 10years (ROC) 

·  Greater education and sharing between companies required (ROC) 
·  Leadership training is required for CEOs (Thailand) 
·  CEO forums and business excellence sharing (Thailand) 
·  Train the trainer training to develop more experts (Thailand) 
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2. How can we get more companies in your country to  follow a BE path? What needs to 
be changed or improved - think of your customers/su ppliers/SMEs what would 
encourage them to follow a BE path?  
 

·  We should create a forum of key people/organizations to discuss how to raise the profile 
of business excellence within India (India) 

·  Return on investment needs to be communicated (India) 
·  Award profile needs to be increased (India) 
·  Recognition needs to be given to companies at lower levels of business excellence 

maturity (India) 
·  The CII need to speak to CEOs more (India) 
·  Large companies need to mentor small companies (India) 
·  We should have a winners conference that has a much broader focus to engage as 

many SMEs as possible (India) 
·  We need an integrated system of assessments (India) 
·  Need to have more assistance for beginners and increased promotion of Business 

Excellence (Japan) 
·  Business excellence might be too abstract for SMEs therefore need to be able to 

articulate the practical initiatives that can be implemented such as TPM, Balanced 
Scorecard etc (Japan) 

·  Need to have practical examples of best practices that organizations can learn from 
covering multiple areas – these do not need to emphasis financial benefits (Japan) 

·  Need to have case studies showing how organizations have applied business excellence 
and the benefits (emphasizing intrinsic and financial benefits) (Japan) 

·  Award winners need to provide a leading role in promoting BE as they can share their 
journey to excellence. Often these can do more than they currently do. (Japan) 

·  Need to identify key change agents who to sell business excellence to. These are not 
necessarily CEOs but often the future leaders of companies (such as the son of the CEO 
in a family business) (Japan) 

·  Need to emphasis long-term and short-term benefits of business excellence. Short term 
benefits very important for SMEs and senior leaders (Japan) 

·  Kaizen is seen as bottom up... Need to better explain the link between kaizan and 
business excellence which has more of a top-down focus (Japan) 

·  Focus on larger SMEs therefore 100+ employees as they have more resources and can 
also help to push business excellence down to their suppliers (Singapore) 

·  Provide free breakfast talks, have best practice visits for CEOs. It is crucial to hear from 
the horses mouth!  Important to showcase before and after as a result of business 
excellence rather than just results. More case studies are required. (Singapore) 

·  Need to promote a simple and easy to use business excellence framework for SMEs 
(ROC) 

·  We need to more clearly link business excellence to business performance (ROC) 
·  We need to show how business excellence is an overarching framework for business 

initiatives (ROC) 
·  There needs to be tailored program for SMEs (ROC) 
·  There needs to be clear steps that help companies to advance towards business 

excellence. Currently TQC is too high for most companies with only 21 companies at 
TQC level (Thailand)  
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·  The role of standards and other initiatives in assisting organizations on their journey to 
business excellence needs to be clearly shown. An integrated national approach is 
required (Thailand) 

·  Greater promotion and workshops in business excellence are required (Thailand) 
·  Link between business excellence and profits needs to be emphasized (Thailand) 
·  Awareness education of business excellence in universities should be provided 

(Thailand) 
·  Need greater variety of awards to stimulate interest (Thailand) 
·  Consulting assistance for SMEs should be provided by the government (Thailand) 
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3a. What are the main current and emerging challeng es facing companies in your 
country? E.g. Economics, cultural, social, legal, e nvironmental. 
 

·  Environmental / climate change (India) 
·  Demands from community (India) 
·  Diseases (Swine flu/epidemics) (India) 
·  Regulations (India) 
·  Customer activism (India) 
·  Terrorism (India) 
·  Fraud / Money laundering (India) 
·  Shareholder activism (India) 
·  Media (India) 
·  Access to capital (India) 
·  Access to talent (India) 
·  Corporate governance (India) 
·  Capacity utilization (India) 
·  Country image (India) 
·  Meeting requirements of multiple standards (country, regional and international) adds to 

our costs base. In many cases these standards could be integrated/reduced. (Japan) 
·  Cost reduction for the whole supply chain is required due to the competition from China 

and Europe. Cost reduction is required for companies to stay in business in an 
increasingly competitive business environment which is shrinking in size in Japan 
(Japan) 

·  The need to differentiate. Whilst cost reduction is important to stay alive we need to 
differentiate so that our companies are still perceived to add superior value. The main 
way to differentiate is through developing our people capability and enhancing our 
service mentality (Japan).  

·  Demand reduction is facing Japan through a shrinking population and changing 
demographics (Japan) 

·  We need to focus more on overseas opportunities (Japan) 
·  De-regulation in certain sectors like Aviation which is now becoming more open to 

overseas competition (Japan) 
·  Managing production and manufacturing sites overseas requires good engineers both in 

Japan and overseas (Japan) 
·  Environmental issues (Japan) 
·  World financial crisis (Singapore) 
·  Cultural and social integration/harmony/race/nationalities/mobile workforce/aging 

population (Singapore) 
·  International systems/standards, trade agreements and legal requirements (Singapore) 
·  Environment such as sustainability, global warming, alternative energies (Singapore) 
·  Government policy and trade tax (particularly with China) (ROC) 
·  Environmental issues (Green house effect, CO2 eliminated, climate, green products, 

recycling)) (ROC) 
·  Social responsibility (customer requirement) (ROC) 
·  Legal/law/product liability issues (Thailand) 
·  Economic crisis (Thailand) 
·  Cost of energy (Thailand) 
·  Lack of skilled workers (Thailand) 
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·  Environmental (Thailand) 
 
3b. Will BE help companies to meet these challenges ? If not, how does the BE model or 
use of the model need to change?  
 

·  Yes, business excellence helps companies to address these challenges via prompting 
them to address such issues in their strategy. Business excellence is all encompassing 
(India) 

·  Business excellence is appropriate for addressing all challenges as it helps companies 
to identify what are the main issues/problems they are facing so that they can then be 
addressed. The models provide an objective means to identify key challenges. (Japan) 

·  In terms of Japan the Business Excellence models help to improve organizational 
capability and improve the capability of its people. (Japan)  

·  Business excellence helps companies to address macro challenges at the micro level. 
Therefore Category 2, Strategic Planning helps to address the financial crisis, Category 
4, People, helps to address cultural and social issues, Category 5, Processes, helps to 
address legal requirements and international standards, and Category 1.3, Leadership 
and social responsibility, helps to address environmental issues. (Singapore) 

·  The challenges are addressed through business excellence as it provides a strategic 
framework for addressing them. Through its emphasis on benchmarking it encourages 
best practices to be found to help companies to progress (Thailand) 
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4a. What does your country do well in terms of help ing companies on their business 
excellence journey? Therefore what services have be en most helpful to your company?  
 

·  We have a good set of Indian standards that help companies to improve (India) 
·  Business excellence training by CII is good (India) 
·  Consultancy services are good (India) 
·  National Productivity Council plays an important role (India) 
·  Education and awareness (India) 
·  There are some good services and assistance for industry clusters (India) 
·  Study missions are excellent (India) 
·  We have had a high uptake in the number of employees becoming assessors. This 

assists in their general understanding of business excellence. In some companies there 
have been hundreds trained (maybe more than necessary) (Japan)  

·  The recognition received as an award winner is valuable (Japan) 
·  Business excellence is promoted as a journey rather than an award by JQA although in 

some prefectures the award has become more important than the journey (Japan) 
·  There is an incentive for some SMEs to apply for an award in certain prefectures as it 

entitles them to some government support (Japan) 
·  We have videos of award winners “Do it” (Japan) 
·  Government initiatives and encouragement (Singapore) 
·  A recognized and credible business excellence award and set of services has been 

provided (Singapore) 
·  Integrated support structure to encourage companies to advance e.g. SQC, niche 

criteria, SQA. (Singapore) 
·  A good pool of national assessors (Singapore) 
·  Considerable training opportunities and briefings are provided leading to a high level of 

awareness (Singapore) 
·  Business excellence consultancy services (Singapore) 
·  Clear definitions of assessment criteria (Singapore) 
·  Trade associations (Singapore) 
·  Special interest groups by industry (Singapore) 
·  Winner sharing sessions and visits by topic (Singapore) 
·  A dedicated organization to promote the awards was set up by the government (e.g. 

CSD)  (ROC) 
·  National quality award set up (ROC) 
·  Consulting service (ROC) 
·  Education and promotion of Thailand’s Quality Award (Thailand) 
·  We have some good publications that share best practices e.g. Monthly productivity 

magazine (Thailand) 
·  We have knowledgeable staff working in the Thailand Productivity Institute (Thailand) 
·  TQA assessor training and development is good (Thailand) 
·  TQA best practice seminar is good (Thailand) 

 
4b. Which business excellence support services that  are not currently provided (or which 
need to enhanced) would be of tremendous benefit to  companies?   
 

·  The government has many good initiatives but they are in bits and pieces and not 
integrated (India) 

·  Benchmarking data and services are required (India) 
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·  Website for knowledge sharing in India (India) 
·  Industry specific guides and best practices would be useful (India) 
·  Theme or criteria based assessments are required (India) 
·  Business excellence needs to be promoted more as a good governance system and 

also used by India’s government (India) 
·  More cases studies required (India) 
·  Award’s profile needs to increase (India) 
·  Methods to encourage companies to promote business excellence to customers and 

suppliers should be promoted (India) 
·  Needs to be promoted in the 27 states and have overall federal support (India) 
·  Business excellence needs to be promoted to CEOs and senior leaders. It is being 

promoted at a lower level (India) 
·  Business excellence promotional strategy needs to be anchored around Industry doyens 

(India) 
·  Need targeted services to help companies to improve (India) 
·  Needs high caliber assessors who understand businesses (India) 
·  Theme or Criteria/Sub-Criteria based Quick Assessments are needed (India) 
·  Ready to use kits (Post Assessment) to help to address opportunities for improvement 

(India) 
·  The award requires more recognition in Japan and perhaps government support to 

achieve this (Japan) 
·  Require best practice examples from Japan that are both business excellence category 

and industry specific (Japan) 
·  We need a top down and bottom up programme that helps to encourage and educate 

leaders and employees on business excellence (Japan) 
·  The Government created a guide for business excellence for SMEs but it has been 

poorly promoted (Japan) 
·  More promotion of business excellence is required (Japan) 
·  We need to make business excellence more attractive (Japan) 
·  More reports and materials showing the benefits of business excellence (financial and 

non-financial) are required (Japan) 
·  Benchmarking information and industry comparisons (Singapore) 
·  Not a well structured and coordinated benchmarking/best practice sharing activity. 

Requires central body at the moment it is just left to individual companies (Singapore) 
·  Sharing amongst winners in workshops (Singapore) 
·  Surveys such as this which obtain feedback from companies (Singapore) 
·  Grants to support organizations on their business excellence journey (Singapore) 
·  Lack of national award winners club – no carrot – what would be the benefits of 

membership… e.g. what about having tax rebate, training rebates etc. (Singapore) 
·  Information and benchmarking sharing (ROC) 
·  Government needs to place a higher priority on BE & National Quality Award. For 

example, for the President to present the award. (ROC) 
·  Funding to increase for business excellence (ROC) 
·  Need to develop action plan on how to get wider top management buy-in (ROC) 
·  Award companies could have their tax reduced (ROC) 
·  Compensation for all companies using a business excellence approach as it supports 

good governance and environment responsibility (ROC) 
·  Business excellence needs to be promoted directly to the company’s executive (ROC) 
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·  Need to have a forum for sharing business excellence knowledge, lessons learned, best 
practices from all award companies (ROC) 

·  Award winners are not taken care of. We want to contribute more and benefit more 
(Thailand)  

·  National benchmarking (Thailand) 
·  Greater guidance on interpreting the feedback report is required (Thailand) 
·  Visits to best practice companies (Thailand)  
·  Best practice and business excellence training for senior leaders (Thailand) 
·  Brand positioning of Thailand’s Quality Award (Thailand) 
·  Business focus of business excellence needs to be promoted more strongly (Thailand)  

 
4c. Would you like to see some international servic es for the whole of Asia being 
provided? If so, what would these be? 
  

·  Require international best practices that are both business excellence category and 
industry specific (Japan) 

·  International benchmarking information and industry comparisons (Singapore) 
·  More best practice visits to other countries in targeted areas (Singapore) 
·  The APO should coordinate and set up a benchmarking platform and mechanism 

between Asia companies (ROC). 
·  International benchmarking - generic and for industry sectors (Thailand) 
·  More best practice sharing forums for the Asia region (Thailand) 
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APPENDIX C 
 

Collection of Key Slides Relating to the Project 
 
These are five important slides that were shown by Dr Robin Mann at the “Conference on 
Quality Award Systems”.  
 
1. This slide shows that the history of TQM and business excellence (BE) differs between Asia 

and the West. Many Asian companies perceive TQM as different than BE. In the West, BE 
evolved from TQM. The BE models were initially called TQM models but were re-branded as 
BE models. The core elements of TQM are strongly reflected in the core values and 
concepts of BE.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
2. This slide shows how the EFQM model in its 2009 redesign has the core values and 

concepts of business excellence portrayed as satellites orbiting the earth (representing the 
EFQM Excellence Model).  The redesign was undertaken as many model users only 
understood the nine business excellence categories and not how the eight core values and 
concepts (such as Innovation) pervade through all the categories.    
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3. This slide shows the key processes involved in successfully deploying a national business 
excellence strategy. The processes are model development (or adopting an internationally 
recognised model such as the Baldrige or EFQM Model) and a deployment process 
consisting of:   
�  awareness: to create maximum awareness of the framework 
�  application: to assist organizations in understanding  and applying the framework 
�  recognition: to provide recognition to role model organizations and promote best 

practices.  
In many countries too much time is devoted to the recognition process (awards) and not 
enough time to “awareness” and “application”.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4. This slide shows the thoughts of the Deputy Director of the Baldrige Program on why some 

organisations misunderstand business excellence.  
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5. This slide summarises information obtained from the Award winner interviews with 
CEOs/senior managers. It shows how business excellence had primarily assisted their 
organisation. It is recommended that award administrators use this information to improve 
their marketing of business excellence – therefore business excellence is not just focused 
on continuous improvement but can be used to address specific issues.  
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APPENDIX D 
 

Author of the Report 
 
 
Dr Robin Mann  was the Chief Expert for the research project and author of the report. Dr Robin 
Mann’s contact details are as follows:   
 
Dr Robin Mann, Director, Centre for Organisational Excellence Research, SEAT, Massey 
University, Private Bag 11 222, Palmerston North, New Zealand. Tel no: +64 6 350 5445, Email: 
r.s.mann@massey.ac.nz, www.coer.org.nz 
 
Dr Mann has researched business excellence for many years and written numerous research 
papers on the subject. Some of these may be useful to quality award administrators and 
companies pursing business excellence:  
 
1. Mann, R.S., Grigg. N. and Saunders, M (2008). Review processes for improving business excellence models.  

International Journal of Quality and Reliability Management, Vol 25, No.9, p928-942.  
2. Mann, R.S., Grigg. N. and Saunders, M (2008). The utilisation of business excellence models: Australia and 

international experience.  Total Quality Management Journal, Vol 20, No.6, p651-663. 
3.  Grigg. N and Mann, R (2008). Rewarding Excellence: An international study into Business Excellence Awards 

processes. Quality Management Journal, Vol  15, Issue 3.  
4. Mann, R.S. and Grigg, N (2008). Promoting Excellence: An international study into creating awareness 

of Business Excellence models. Total Quality Management Journal, Vol 20, No.3, 233-248. 
5. Mann, R.S. and Grigg, N. (2008). Review of the Australian Business Excellence Framework: A 

comparison of national strategies for designing, administering and promoting Business Excellence 
Frameworks. Total Quality Management and Business Excellence Journal. 

 
 
Duangthip Chomprang  was the Program Officer from the Asian Productivity Organisation who 
oversaw the research program and production of the report.  Duanthip Chomprang’s contact 
details are as follows:   
  
Duangthip Chomprang, Program Officer, Industry Department, Asian Productivity Organisation, 
Tokyo, Japan, Tel: 813 5226 3926 ext 502 Japan. Email: DChomprang@apo-tokyo.org,  
www.apo-tokyo.org.   

 
 
 
 
 
 
 
 
 
 
 
 


