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A toolkit to help the culture, sport, green space & tourism sectors to

re-group, survive & re-grow the services for the community

Document 3.3:
The CSIT Benchmark

Assessing & understanding your organisation’s, or partnership’s, current strengths & areas for improvement
“He who asks the questions cannot avoid the answers”

A Cameroon proverb!
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[image: image2.wmf]What is the CSIT Benchmark?
The CSIT Benchmark lies at the heart of the whole Toolkit
.  The Benchmark assists organisations & partnerships providing culture, sport, green space & tourism services to….
a. Understand what causes excellent results

b. Assess how they are performing and what results they are likely to achieve in the future

c. Develop plans to improve the capability of the organisation or partnership to achieve sustainable, positive results for the community

The Benchmark comprises criteria which enables organisations or partnerships to review ‘how’ they are functioning and identify improvement priorities.  Guidance is also included to help the organisation or partnership measure ‘what’ it has achieved using the appropriate performance data.  The correlation of ‘what’ and ‘how’ provides a rounded assessment of the performance of each organisation or partnership.
The Benchmark is essentially designed to be the basis for organisational & partnership Self-Assessment & Peer-Led Challenge (and Validation if required) and leadership education (helping leaders to develop insight to organisational excellence and what causes sustainable positive results for all stakeholders).  It can also be used for the following:

· Best practice benchmarking

· Peer Review

· Tender submissions and evaluations (e.g. from potential management partners)

· Partnership agreements

· Training and development plans

The Benchmark is a fusion of the criteria in the 2010 version of the EFQM Excellence Model, specific culture, sport, green space & tourism strategic requirements and recognised principles of system thinking.  It therefore provides the ‘big picture’ of organisational excellence for culture, sport, green space & tourism and gives organisations & partnerships the opportunity to approach continuous improvement as ‘one journey’, rather than as is a collection of separate schemes which may not be related to normal ‘work’.  
NOTE: 

Throughout the Benchmark the term ‘services’ is used to describe the specific services within the scope of the Self-Assessment.  The term ‘organisation’ is used to describe the bodies within the scope of the Self-Assessment.  Therefore the term ‘organisation’ could also refer to a ‘partnership’.

Although the Benchmark is primarily designed for the culture, sport, green space & tourism sectors, it is also applicable to other public sector services, usually with minor amendments to terminology.  

An Overview of the CSIT Benchmark

From the analysis of existing frameworks and consultation, it is clear that eight main factors influence the culture, sport, green space & tourism services delivered to communities.  The following diagram demonstrates this:







These eight Themes have been sub-divided into 32 Criteria, which define key elements of Excellence in relation to each Theme.  Equality and service access are integrated into all the Criteria where relevant.

Within each of the Criteria, ‘Key features of excellent organisations’ have been established, which help the organisation to understand the Criteria (and therefore assist Self Assessment) and provide a means of incorporating national initiatives and priorities into the Benchmark.
Guidance on Self-Assessment
The CSIT Benchmark is shown on the following pages.  These sheets are designed to be used during Self-Assessment sessions, preferably in electronic format.

Guidance on scoping & planning your Self-Assessment is provided in Document One of this Toolkit.

Tips on Effective Self-Assessment are provided in CSIT Document 3.12

Guidance on planning & implementing improvement activity following Self-Assessment is provided in CSIT Document 4
Theme 1: Leadership

Criterion 1.1: Leaders establish a clear & compelling high-level direction for the impact of the services on the community and for the organisation

In practice excellent organisations will display the following key features:

a. Leaders create & communicate a vision for culture, sport, green space and/or tourism on behalf of the community and inspire others to adopt this vision
b. Leaders develop & maintain a high-level understanding of culture, sport, green space and/or tourism’s actual & potential contribution to local & national outcomes and act as powerful advocates of the value of the services in relation to meeting community needs
c. Leaders develop & communicate the organisation’s raison d’être (i.e. a mission) and trigger & support strategic thinking & action throughout the organisation to achieve this mission
d. Leaders actively promote equality of opportunity, social responsibility and ethical behaviour as central parts of the organisation’s activity

e. Leaders develop, communicate & act as role models of shared values (which underpin the way in which people in the organisation behave), and are champions & activators of continuous improvement & organisational excellence (because they want it for the stakeholders, not because they are told to)
f. Leaders develop & maintain a high-level strategic commitment to improving efficiency & value for money, enterprise, innovation & social entrepreneurship
What methods & practices do you have in place which achieves this Criterion?
Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for improvement

Criterion 1.2: Leaders proactively seek, develop & support true collaborative working with the community & partners 

In practice, excellent organisations will display the following key features:
a. Leaders understand, anticipate & respond to the present & future priority needs of the community, partners (including national agencies) & customers of the services

b. Leaders recognise, endorse & promote the distinctive value of the community bodies & volunteers, and collaborate with civil society organisations to develop & deliver the services

c. Leaders proactively develop collaborative working across the wider organisation and with partners (including commercial organisations), thinking & working outside of traditional boundaries to improve efficiency & value for money, provide a joined-up service and create learning & innovation opportunities
d. Leaders proactively build effective relationships with key decision makers & strategic partners (including those with commissioning responsibility) which enhance the organisation’s reputation & the perception of its value

e. Leaders are actively involved in key strategic partnerships and work with other innovators in local problem solving exercises
f. Leaders develop the supply market for alternative service delivery models and build the capacity of civil society organisations, consortia & volunteers to deliver & develop the services
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 1.3: Leaders develop an organisation in which people support each other to learn, innovate & improve and collectively own responsibility for meeting the needs of the community
In practice, excellent organisations will display the following key features:
a. Leaders stimulate & encourage involvement, ownership & teamwork at all levels

b. Leaders trigger & support innovative ideas amongst the organisation’s people, back these ideas & move quickly & energetically to translate new ideas into action, take risks and learn from what happens
c. Leaders support all people & teams in the organisation to learn, develop, achieve their personal & work related goals and adopt a habit of continuous improvement
d. Leaders create opportunities for mutual peer support to help people learn, develop & improve
e. Leaders recognise & celebrate the achievements & contributions all people in the organisation in a way which supports continuous improvement & achievement of the vision
f. Leaders promote, encourage & celebrate equal opportunities & diversity throughout the organisation
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 1.4: Leaders develop, implement, improve & influence the ‘system’ to achieve the require outcomes for all stakeholders

In practice, excellent organisations will display the following key features:
a. Leaders understand & act on the required social, economic, environmental & health-related outcomes for the community (‘overarching’ & ‘intermediate’ outcomes) and the cause & effect relationship between these outcomes, the service outcomes, the services (the ‘outputs’) and organisational approaches 

b. Leaders create, review & improve an organisational & partnership structure & system to achieve the required outcomes, enhanced value for money and sustainable benefits for all stakeholders 

c. Leaders understand the wider delivery ‘system’ (i.e. the interdependent web of bodies which impact upon the services provided for the community) and work proactively with partners to enhance this ‘system’
d. Leaders identify the framework of ‘end-to-end core processes’ (i.e. the sequence of steps which normally cut across departments & partner operations and which finish by directly affecting the service provided to the end customer), and develop a system for managing & improving these processes to create seamless & efficient services (e.g. minimising non-value adding activity)

e. Leaders ensure that the workings of the organisation are transparent, accountable & open to scrutiny, and base decisions on factually reliable information

f. Leaders identify & remove the barriers within the system to continuous improvement, innovation & meeting the needs of the community (e.g. allowing all people to take their ideas forward into action, changing performance management methods to support outcomes, etc)
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 1.5: Leaders enhance working practices & services to support local, national & global environmental sustainability
In practice, excellent organisations will display the following key features:

a. Leaders develop & maintain an understanding of the impact of the organisation & wider partnership’s working practices & services on the physical, social & economic environment (i.e. ‘system thinking’)

b. Leaders design working practices, supply chain activities & services which have a positive impact on the local, national & global physical, social & economic environment (including the following areas: climate change, sustainability of global food resources, preservation of non-renewable global resources, biodiversity & pollution)
c. Leaders ensure that the environmental impact of working practices is assessed and changes made
d. Leaders adopt best practice standards in environmental sustainability
e. When planning organisational improvements & service development, leaders consider the impact on environmental sustainability to create plans which achieve the best results for all stakeholders and the local, national & global environment
f. Leaders develop understanding of this subject amongst staff, build improvements in these areas into personal learning & development activities and support & encourage all staff to volunteer to the benefit of the physical, social or economic environment
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 1.6: Leaders plan & manage major change with a constancy of purpose, ensuring that the organisation keeps pace with the changing environment & needs of stakeholders and improves efficiency & value for money
In practice, excellent organisations will display the following key features:

a. Leaders proactively identify the need for change to improve effectiveness, efficiency & value for money, and act quickly & effectively to take opportunities & respond to challenges

b. Leaders conduct cyclical rigorous evaluation of the options for delivering the services in formal partnership with public sector bodies (e.g. shared support functions & management), commercial organisations, existing & new non-profit distributing organisations & civil society organisations to enable the organisation to achieve the desired outcomes in the most efficient & economic way 

c. Leaders review and actively investigate the use of innovative organisational models (e.g. self-directed teams, thematic structures, reengineering, etc) 
d. Leaders establish & communicate clear & compelling change goals and clearly articulate the purpose & benefits of change

e. Leaders establish & communicate comprehensive change plans, which consider style, skills & values as well as structure & system and deal with the risks & impact of change on all ways of working & services

f. Leaders implement a structured approach to managing change, which provides mechanisms for people at all levels within the organisation, local people and partners to contribute thinking

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Theme 2: Strategy

Criterion 2.1: Strategy is based on stakeholder needs, the demands & features of the external environment & the existing internal environment 

In practice, excellent organisations will display the following key features:

a. The organisation develops a clear understanding of who its stakeholders are and what this means in terms of its relationship with each group 

b. The organisation understands & predicts the present & future strategic needs of the different parts of the community, customers, partners & staff

c. The organisation develops & maintains a comprehensive understanding of trends in culture & sport activity and  the political, economic, social, technical, environmental & legal factors which affect the service now & in the future

d. The organisation develops & maintains understanding of the role & capabilities of all culture, sport, green space & tourism providers in the area, including the commercial & public sector, civil society organisations & volunteers

e. The organisation learns for sector & generic best & innovative practice relating to the organisation & the service
f. The organisation understands current performance relating to strategic outcomes, what causes sustainable excellent results, the barriers to change and how to overcome these barriers 

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 2.2: Strategy is developed, reviewed & updated to ensure that overarching community outcomes and vision are delivered through the services
In practice, excellent organisations will display the following key features:

a. The organisation works to engage partners in the scope of strategy & the process of developing strategy (making it their strategy), including commercial, public & civil society organisations
b. Strategy relates to the vision & mission (see Criterion 1.1), links directly to the outcomes within the sustainable community strategy & other relevant strategies for the area and is based on stakeholder needs, the demands of the external environment & the existing internal environment (see Criterion 2.1)

c. The strategy contains an ‘Outcome Framework’, comprising overarching outcomes, intermediate outcomes & service outcomes, with clear links between each level (including outcomes relating to health, community cohesion, youth crime, adult social care, the wider environment & the economy) 

d. As well as the community outcomes, the strategy comprises a balance of goals relating to customer service, value for money & the workforce (including equality of opportunity & diversity), and includes critical success factors and change goals for the organisation / partnership
e. The organisation or partnership establish performance measures & performance targets relating to these measures, based on the outcomes and goals (see above)
f. A regular & cyclical system for review of the relevance & effectiveness of strategy is implemented, and strategy is changed following this
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 2.3: Strategy is communicated, implemented & monitored
In practice excellent organisations will display the following key features:

a. Strategy is communicated with all relevant stakeholders in a meaningful way

b. The organisation ensures that strategy drives innovative design & development of the service offer (i.e. the outputs) & marketing methods, throughout the organisation, partnership and wider delivery network
c. Organisational or partnership improvement plans are developed & implemented in line with strategy (e.g. using Self-Assessment against these criteria)

d. The organisation / partnership maintains focus on its strategic priorities to ensure the desired impact is achieved

e. The organisation uses strategy as the basis for setting team & individual goals & development plans

f. The achievement of strategy is monitored on a regular basis, and the service offer, marketing plans & improvement plans are adjusted

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 2.4: Long-term development of culture, sport & tourism facilities and public green space is planned & implemented in line with strategy

In practice, excellent organisations will display the following key features:

a. Long-term development plans for facilities & public green space are created & implemented in partnership with stakeholders to achieve the strategic outcomes & provide value for money
b. The organisation reviews & takes advantage of joint facility provision and investigates all opportunities to co-locate the services in other buildings (e.g. integrated leisure & wellbeing centres, joint service centres)
c. The organisation assesses risks & alternative future scenarios and establishes contingency plans
d. The organisation uses structured project management methods to implement the plans

e. Recognised design standards are used when planning developments in the facilities & public green space
f. The design of facilities & public green space recognises the needs of the wider environment (e.g. low carbon, preservation of natural habitats, etc)
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Theme 3: Community Engagement
Criterion 3.1: The organisation obtains the ideas & views of local communities, including local business, to help to improve the services 
In practice, excellent organisations will display the following key features:
a. People, groups & businesses in the community are given regular opportunities to express their needs for the services and input views about the direction of the services & how they might be improved

b. Teams work with other parts of the organisation and public, commercial & civil society partners to develop a coherent, integrated approach to consulting the community, which avoids duplication & over-consultation

c. The organisation develops skills & innovative approaches to enable it to obtain views & ideas from different parts of the community
d. The organisation develops the community’s capacity to influence policy & service development
e. The organisation embeds equality of opportunity in its approach to consultation
f. Feedback is given to those consulted on the results of the consultation, the actions and the reasons for not implementing suggestions

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 3.2: The organisation engages - & builds capacity within - civil society to enable a wide range of services to be delivered by a wide range of bodies

In practice, excellent organisations will display the following key features:

a. The organisation helps to establish & build capacity within civil society organisations of all sizes to deliver culture & sport services and identifies & responds to the risks involved in this
b. The organisation develops the capacity, mind-set & skills to play the roles of honest broker, facilitator, coach, enabler, advisor & challenger of civil society organisations & consortia

c. The organisation supports, grows & sustains volunteering in culture, sport, green space & tourism (including encouraging & enabling its own staff to volunteer)

d. The organisation helps civil society organisations of all sizes to benefit from strategic commissioning and other investment opportunities
e. The organisation takes opportunities to transfer assets to civil society organisations where this helps to achieve outcomes
f. The organisation builds support & influence throughout the community & local businesses 
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Theme 4: Partnership Working

Criterion 4.1: The organisation proactively seeks & establishes partnerships to help to achieve strategic outcomes
In practice excellent organisations will display the following key features:

a. People throughout the organisation have a full understanding of what a partnership is and how partnerships help achieve strategic outcomes
b. The organisation proactively identifies & seeks development & delivery partners from the public sector, commercial sector & civil society to help achieve service outcomes by adding the required capabilities
c. The organisation proactively seeks & establishes partnerships to create & maximise opportunities for collaborative working, including joint learning & development, mutual peer challenge, sharing of practices, ideas & knowledge, joint procurement, joint service initiatives & joint facilities
d. The organisation establishes structured partnerships & consortia, involving civil society organisations, commercial & public sector organisations, to provide a joined-up approach to service provision and obtaining, allocating & sharing resources in line with strategic outcomes
e. The organisation develops long-term procurement partnerships with suppliers of goods & services to help achieve value for money

f. The organisation continually reviews & modifies its involvement in partnerships & partnership arrangements, based on their impact on achieving strategic outcomes and whether they provide value for money
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 4.2: The organisation develops, maintains & enhances the partnerships to help to achieve strategic outcomes and value for money
In practice excellent organisations will display the following key features:
a. People are clear about the status of partnerships, the decision-making responsibilities allocated to them & roles & responsibilities and are confident to devolve decision making to them
b. The organisation maintains commitment, energy, resources & motivation to make the partnerships successful

c. The organisation works to develop true synergy (i.e. shared commitment, passion, ideas & action to achieve for the same goals) and joint continuous value improvement with partners (including contracted management partners) and to resolve any conflicts & tensions 
d. The wider organisation & its partnerships are viewed ‘through the eyes of the community’ to develop joined-up, seamless & easy-to-use services (as opposed to fragmented services)
e. The organisation supports partner organisations to understand the relevance of the services to overarching & intermediate outcomes and to act as advocates of the services
f. Partnership decisions shape & focus the organisation’s policies & services and the implications on partnership arrangements are at the forefront when policy and budget decisions are taken

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Theme 5: Resource Management

Criterion 5.1: Financial resources are secured, planned & managed in line with changing strategic priorities
In practice excellent organisations will display the following key features:

a. The organisation’s financial resources, including revenue & capital, are allocated & planned to support achievement of strategy (including long-term goals)

b. Investment into – and divestment of – assets is evaluated & planned taking into account the long-term impact on strategic outcomes and on the wider environment

c. Financial risks are identified and contingency plans established
d. Systems for monitoring financial performance provide accurate & timely information which enables people to make the necessary adjustments

e. There is flexibility in financial plans to allow people to be innovative and take advantage of opportunities to improve & develop the service
f. The organisation proactively explores & secures external investment into the services provided by all delivery agents & consortia to help achieve strategic outcomes (so that organisations in the same area are not rivals for funding streams)
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 5.2: The organisation manages its physical assets (premises, equipment, machinery and land) to ensure they help to achieve service outcomes and provide value for money

In practice excellent organisations will display the following key features:

a. The organisation has a planned programme of preventative maintenance, refurbishment & renewal which maximises the performance of the assets and ensures stakeholder satisfaction
b. The organisation procures goods, utilities & maintenance services in an effective & efficient way and works in partnership with other organisations to obtain improved purchasing agreements
c. Storage & stock control is managed effectively & efficiently

d. The organisation explores all relevant opportunities for making available spare capacity in its assets (e.g. office space) to other parts of the organisation, partners or other parties through commercial arrangements
e. All opportunities to rationalise service points and reduce overall asset costs are considered and either discounted or taken
f. The organisation manages the environmental, social & economic impact of its physical assets and supplier activities (e.g. reducing carbon emissions, pollution, waste & use of global non-renewable resources, preserving natural habitats and supporting local suppliers)
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 5.3: The organisation makes the best use of new technologies to help it achieve strategy

In practice excellent organisations will display the following key features:

a. The organisation evaluates new & emerging technologies to establish opportunities for improvement of the service & processes and disposes of out-of-date technologies swiftly
b. The organisation manages its technology portfolio to ensure that it works effectively & efficiently

c. People are encouraged, allowed & supported to use modern technology in a flexible & innovative way

d. The organisation uses technology to enhance information, accessibility, communication & delivery of the service, internal support functions (central, devolved and outsourced) and knowledge management
e. The organisation’s information systems provide an integrated approach to performance management
f. Technology is used to support collaborative working across the wider organisation and with partners

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement 

Theme 6: People Management

Criterion 6.1: The organisation plans people resources to enable strategy to be achieved and to meet the needs of its people (i.e. professional and volunteer workforce)

In practice excellent organisations will display the following key features:

a. The organisation recognises that meeting its people’s needs & expectations is a key strategic goal (not just because this leads to a better service, but also as an end in itself)
b. The organisation establishes the capabilities (knowledge, competencies & capacity) required to achieve strategy & meet operational needs bearing in mind the capabilities of partners (including efficiency techniques, collaborative working, strategic commissioning, management options, developing the capacity within civil society and advocacy for culture, sport, green space & tourism)
c. The organisation commits to investing in people’s capability (knowledge, competencies & capacity)
d. The organisation investigates & makes use of innovative working methodologies which help to achieve service outcomes, meet customer expectations, meet the needs of staff and improve efficiency & value for money 

e. The organisation makes the best use of volunteers in carrying out its functions and applies its people management approaches to the volunteers where appropriate
f. People are engaged in developing people policies & plans, their views about the organisation are captured and their satisfaction is measured & improved
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement

Criterion 6.2: The organisation supports people to develop their competencies & knowledge in line with strategy and people’s needs

In practice excellent organisations will display the following key features:
a. The organisation recruits people with the required competencies & knowledge (see 6.1b) & potential to develop and creates a diverse workforce which reflects the community it serves

b. The organisation helps all its people to plan personal development & improvement goals & activities to enable them to develop the required competencies & knowledge (see 6.1b), achieve strategy and meet their needs (including broad developmental, rather than just functional specific, goals)
c. Leaders develop, review & improve leadership style & behaviours in line with the vision, mission & values and the CSIT Criteria and develop succession plans

d. The organisation provides a wide range of learning, development & improvement support (e.g. induction, coaching, mentoring, self-learning, special projects, community volunteering, work shadowing, job swaps, working with partners & tailored training programmes) and ensures that everyone has fair access to the support they need
e. The organisation seeks, creates & takes advantage of joint learning & development programmes, sharing of practices and peer coaching & mentoring across the wider organisation and partner networks
f. People’s knowledge is identified, recognised, shared across the organisation & with partners and made use of to improve the services & internal processes
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement 

Criterion 6.3: The organisation supports people to develop collective ownership of the service and its improvement

In practice excellent organisations will display the following key features:
a. Staff are required to own the responsibility for delivering a service which meets the expectations of the customers

b. Staff are asked to provide input to strategic & operational decisions
c. Staff are involved in identifying, planning and implementing organisational improvements & service development
d. The organisation supports people to work together to develop and make use of their creativity & innovation  
e. The organisation encourages and supports people to improve their own performance and drive their own learning & development
f. The organisation develops teamwork, including shared goals & values, consensus decision making, mutual support and collective conflict resolution
What methods & practices do you have in place which achieves this Criterion?
Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement 

Criterion 6.4: People communicate effectively throughout the organisation and with partners
In practice excellent organisations will display the following key features:
a. The organisation identifies people’s communication needs

b. A programme of communication is put in place based on people’s needs, including many opportunities for ‘top-down’, ‘bottom-up’ and ‘horizontal’ dialogue involving all the organisation’s people and partners
c. Managers give people regular, constructive and appropriate feedback on performance

d. Communication is delivered in a meaningful way (meaningful to the receiver)

e. People communicate in an open manner with partners and within the wider organisation

f. People are encouraged to seek out information & knowledge and to participate in the communication process (rather than being a passive recipient of information)
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement

Criterion 6.5: People are recognised, valued and cared for

In practice excellent organisations will display the following key features:

a. The contribution of people & teams to achieving service outcomes, meeting customer expectations & improving services is recognised & valued in a way which meets people’s needs and supports ownership, continuous improvement & achievement of strategy
b. The organisation ensures that risks to people’s health, safety & welfare are minimised and that people are supported to overcome any challenges 
c. The organisation encourages & supports staff to achieve a balanced, healthy lifestyle and broad personal development 
d. Remuneration, benefits & approaches to flexible working are established & regularly reviewed in line with people’s needs and to achieve a sustainable workforce
e. The organisation provides advice & support for people being made redundant (compulsory or voluntary) and retiring (including sign-posting to community volunteering opportunities)
f. People are supported to understand, adapt to & celebrate the ethnic & cultural differences within the workforce and are treated in a dignified manner
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Theme 7: Service Development, Marketing & Delivery

Criterion 7.1: Service delivery processes are designed, managed and improved to enhance value for customers

In practice excellent organisations will display the following key features:
a. People develop a clear insight to the concepts of ‘waste’ & ‘non-value adding activity’, a commitment to identifying & reducing both and an understanding of these improvement techniques.

b. The organisation designs & defines core processes & support processes (documenting these where necessary) to achieve optimum efficiency & to achieve a seamless, fast, accurate & responsive customer service 

c. The organisation regularly reviews & improves processes to minimise ‘non-value adding activity’, reduce waste and enhance the service to customers, using measurement & learning activities (including learning from other organisations within & outside of the sector)
d. Staff & partners are engaged in process improvement activity and their innovation & knowledge is captured & used
e. Customer feedback is used to improved processes
f. The organisation uses techniques to achieve continuous incremental improvement of all work functions and processes (e.g. kaizon, 5Ss, etc)
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 7.2: The organisation develops innovative services in line with strategy, responding quickly to the changing needs & expectations of the community

NOTE: The culture, sport, green space & tourism services include casual activities, organised activities, events, entertainments, information & educational services & behavioural change interventions

In practice excellent organisations will display the following key features:

a. There is a clear & well-established understanding of the user & non-user profiles and the current performance of existing services

b. The organisation reviews, develops & extends the service offer in a cyclical manner, based on the needs & interests of the different parts of the community, current performance, the identified service outcomes and the need to achieve financial goals 
c. The organisation engages a wide range of staff, partners & customers in developing the service offer, generating innovation and making the best use of knowledge & resources 

d. The organisation develops joint services with partners, including civil society organisations, and seeks to create a joined-up offer to the community
e. The organisation uses its facilities creatively to ensure they are used to capacity and meet customer needs & expectations, including joint use with partners
f. The organisation establish prices for the services in line with service outcomes and the need to generate income where this is possible without adversely affecting accessibility
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 7.3: The organisation engages all parts of the community in the services through innovative marketing techniques based on community needs

In practice excellent organisations will display the following key features:

a. The organisation develops a shared understanding of its value proposition (i.e. what difference will our services make to you), and people are able to articulate this
b. The organisation plans, implements & reviews methods of communicating & marketing the services with the community in line with strategy, based on an understanding of what will engage the different parts of the community, the service outcomes, the existing customer/user profile and current performance

c. The organisation uses a range of methods to ensure as many people as possible can easily access the services
d. The organisation engages a wide range of staff, partners & customers in developing the communication & marketing methods, generating innovation and making the best use of knowledge & resources 
e. The organisation works with partners from the public & commercial sector & civil society organisations to communicate & market the services in a joined-up way
f. The organisation supports civil society organisations & volunteers to communicate & market culture, sport, green space & tourism services

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 7.4: The organisation creates, & makes the most of, opportunities for culture, sport, green space & tourism services to be commissioned by partners to meet their required outcomes

In practice excellent organisations will display the following key features:

a. The organisation works with partners to present an integrated & unified presence to potential commissioners of culture, sport, green space & tourism services and builds relevant relationships 

b. The organisation maps commissioning opportunities available, takes steps to fully understand the needs of communities and the commissioning bodies and is able to adapt services to meet these needs

c. Competency & knowledge are developed in the organisation to support commissioning, including influencing & advocacy skills

d. An evidence base is built up to demonstrate the potential contribution that the services can make to specific outcomes
e. Arrangements are in place to manage the performance of commissioned contracts

f. The organisation takes steps to achieve & demonstrate value for money, compliance with appropriate legal requirements, such as safeguarding arrangements, and appropriate standards where required

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 7.5: The organisation manages and improves service delivery to meet and exceed customer expectations
In practice excellent organisations will display the following key features:

a. Service standards are established based on identified customer expectations and service delivery processes are developed based on these standards

b. The organisation uses relevant sector standards & certifications to help to improve & maintain service standards (e.g. Quest, Green Flag Park Award, etc)
c. The organisation assesses & minimises the health & safety risks for customers and fully embraces child safeguarding policies and procedures
d. The organisation encourages & develops the capability of civil society organisations & volunteers to deliver culture, sport, green space & tourism services to a standard which meets & exceeds customer expectations

e. The organisations works with partners from the public & commercial sectors & civil society to deliver joined-up culture, sport, green space & tourism services to customers

f. The organisation measures customer satisfaction and uses this information to improve service delivery
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 7.6: The organisation manages and enhances the relationships with customers
In practice excellent organisations will display the following key features:
a. The organisation has a planned approach to encouraging & dealing with customer feedback and using this to improve the service
b. The organisation publishes its standards, performance & customer feedback process widely
c. Staff & volunteers are trained & developed to communicate effectively with all customers on a day-to-day basis
d. The organisation strives to resolve customer enquiries or complaints at the first point of contact and avoids ‘passing’ customers from person-to-person in the organisation or partnership (when they have asked for information or made a complaint)
e. The organisation gives customers comprehensive and easy-to-understand information about the service
f. The organisation measures customer satisfaction and uses this information to improve the way it which it manages people’s relationship with customers
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Theme 8: Performance Measurement, Improvement & Learning

Criterion 8.1: The organisation develops the capability to measure, review & improve performance

In practice excellent organisations will display the following key features:

a. Senior leaders (e.g. board members, trustees & elected members) and managers champion & lead performance measurement & review as a way to achieve continuous improvement

b. An integrated performance measurement, review & improvement system is in place at all levels of the organisation, covering strategy, service development, marketing, use of resources, processes & people
c. Compatible systems are in place with partners to measure, review & improve performance in relation to shared outcomes & priorities

d. The skills to measure, review & improve performance are developed throughout the organisation

e. All staff are aware of the value & importance of performance measurement and how this drives service improvement

f. People make decisions based on fact
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 8.2: The organisation measures & predicts performance in relevant areas 

In practice excellent organisations will display the following key features:

a. The organisation establishes a balanced set of performance measures to enable it to measure, predict & monitor the achievement of outcomes, stakeholder satisfaction, value for money & operational efficiency

b. Data relating to the performance measures is captured on time at regular intervals

c. The data is collated to show historical performance trends & performance against internal targets in an easy-to-understand way

d. The organisation conducts rigorous & regular performance benchmarking exercises relating to service outcomes, efficiency & value for money, customer satisfaction & staff satisfaction
e. The organisation collaborates with partners to obtain & collate data relating to shared outcomes & priorities
f. The performance information is communicated widely throughout the organisation and with partners
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 8.3: The organisation reviews and improves performance
In practice excellent organisations will display the following key features:

a. The organisation holds regular performance reviews to consider the performance trends and plan improvement activity

b. The organisation makes use of Self-Assessment, mutual Peer-Led Challenge and external reviews to measure progress & trigger improvement
c. Following the reviews, actions are agreed to address areas for improvement proportionate to the importance of targets, extent of under-performance, timescales & resource requirements (actions could include changes to strategy, service development & new marketing activity, organisational & process improvement or reallocation of people & financial resources)

d. The organisation collaborates with partners, especially neighbouring local authorities, to provide mutual support for planning & implementing improvement actions

e. Performance reports are provided to senior leaders (e.g. board members, trustees, elected members), managers, staff & partners to highlight & communicate progress & success and describe actions to be taken to address under-performance

f. The organisation deals effectively with under-performance at team & individual level
What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Criterion 8.4: The organisation learns from past performance and uses this knowledge to improve the future
In practice excellent organisations will display the following key features:
a. Leaders have a positive attitude to learning from performance and act as role models in this areas

b. Adequate time is available for reflection & review relating to past performance & experiences

c. People develop a collective understanding of what causes negative trends & positive sustainable results
d. There is willingness to learn from mistakes without an atmosphere of fear or blame
e. The organisation learns from the practices & experiences of other departments & external organisations both within & outside of the sector

f. The organisation uses this knowledge gleaned from reflection, review & learning in the forward planning process

What methods & practices do you have in place which achieves this Criterion?

Evaluation (tick the most appropriate box)

	Evaluation element
	0
	1 
	2
	3
	4 

	
	Not at all
	Just started
	To some extent 
	To a large extent
	Completely

	Plan

To what extent has the organisation developed interlinked methods & practices which achieve the above Criterion?
	
	
	
	
	

	Do

To what extent are these methods & practices implemented systematically across the organisation?
	
	
	
	
	

	Check / Act

To what extent does the organisation review & improve the effectiveness & efficiency of these methods & practices?
	
	
	
	
	

	Impact

To what extent have these methods & practices achieved positive results for stakeholders?
	
	
	
	
	


Strengths

Areas for Improvement
Results Achieved

Excellent organisations will achieve comprehensive & positive result trends relating to…
a. Service outcomes
b. Customer satisfaction with the service
c. The needs of the organisation’s workforce

and assist in achieving positive result trends relating to….

d. Intermediate outcomes

e. Overarching (cross-cutting) outcomes

and can link these results to the outputs, methods & processes that they have implemented

Evaluation of Results 

Ask yourselves the following questions about your performance data and agree strengths & areas for improvement:
1. To what extent are we able to measure & predict how well we have…

· achieved service outcomes?
· met & exceeded customers’ expectations of the service?
· met the needs of the organisation’s workforce?
· contributed to the achievement of intermediate & overarching outcomes?

2. To what extent do we have historical performance data relating to these performance measures?
3. To what extent have we achieved positive historical trends over at least three years?
4. To what extent have we achieved positive performance against relevant internal targets?
5. To what extent have we achieved positive performance against relevant external benchmarks?
6. How much evidence is there that the results are directly caused by the outputs, methods & processes that we have implemented?
Strengths

Areas for Improvement

�








Continuous improvement in relation to these 8 Themes provides the springboard for sustained positive result trends for…
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Customers


Staff


Wider society
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Leadership
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Resource Management
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Performance Measurement, Improvement and Learning








� This version of CSIT has been designed and developed in association with Steve Wood �HYPERLINK "mailto:steve-wood@talktalk.net"�steve-wood@talktalk.net�





� Guidance on ‘Outcome Frameworks’ and ‘Logic Models’ is available via the LGID website 


� Guidance on developing ‘Outcome Frameworks’ is available on LGG Knowledge �HYPERLINK "http://www.idea.gov.uk/idk/core/page.do?pageId=21649171"�http://www.idea.gov.uk/idk/core/page.do?pageId=21649171�





� See LGG guidance on improving partnership working. �HYPERLINK "http://www.idea.gov.uk/idk/core/page.do?pageId=11694679"�http://www.idea.gov.uk/idk/core/page.do?pageId=11694679�





� See LGG Commissioning guidance. �HYPERLINK "http://www.idea.gov.uk/idk/core/page.do?pageId=9202260"�http://www.idea.gov.uk/idk/core/page.do?pageId=9202260�





� See LGG guidance on performance management. �HYPERLINK "http://www.idea.gov.uk/idk/core/page.do?pageId=11759526"�http://www.idea.gov.uk/idk/core/page.do?pageId=11759526�
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