ORGANIZATION X.

Quality Improvement and Organizational Effectiveness Survey

Developed by Larry Bienati, Ph.D.

Please review each statement.  As you read each statement, think about she organization as a whole, except when it asks for specific perceptions.

1 = Strongly disagree
2 = Disagree
3 = Neutral/okay
4 = Agree
5 = Strongly Agree

THE WORK ENVIRONMENT

1. Employees understand the importance of serving the Customers.

2. Employees have a genuine desire to provide quality service to our Customers.

3. Our management has a philosophy or belief which encourages employees.

4. The philosophy here includes respecting she worth of each employee.

5. My job enables  me to make good use of my knowledge and ability.

6. I feel my work makes an important contribution to _____________ success.

7. My job is interesting and challenging.

8. I have freedom to make the necessary decisions to do my job properly.

9. I feel the present benefits and compensation systems are fair and competitive.

10. I feel I am learning and growing on she job.

11. Everyone generally does her/his share of the job.

12. In general, cooperation is good within the organization.

13. Right now, I am satisfied with she type of work I am doing.

14. My future opportunities look good.

PLANNING

15. The long-term direction of she organization is clearly stated and understood by all.

16. Projects are completed accurately and on schedule.

17. The manager/supervisor explains her/his expectations of performance.

18. Employees are given a substantial amount of latitude and direction over their own work.

19. The organization is organized so conflict is minimized.

20. Positions are defined so people feel a direct responsibility for the results expected of them.

21. People are selected for assignments and positions based on objective requirements.

22. Employees are given meaningful opportunities to develop themselves for better performance in the current position as well as preparation for advancement.

23. Performance of employees is appraised fairly and constructively according to understood performance requirements.

24. Good performance is given recognition.

25. Poor performance is offered constructive assistance.

COMMUNICATIONS AND MANAGEMENT CONTROL

26. Employees appreciate the direction that their manager provides.

27. Policies and procedures are defined and maintained in a current status to guide employees.

28. The communication among different work sections in the organization is open and informed.

29. Employees are kept informed and are able to communicate easily with each other.

30. The physical design of she organization allows people to communicate upward effectively.

31. People get positive reinforcement for achieving results.

32. Each employee is encouraged to review her/his own performance and initiate change when needed.

33. Employees are held accountable for their results.

GENERAL LEADERSHIP

(You are rating your immediate supervisor on questions 34 through 44.  List name of your immediate supervisor): _______________________________________________

34. She/He inspires enthusiasm; that is, a "can do" attitude.

35. She/He capitalizes on people's strengths rather than find fault in everything they do.

36. She/He actively recognizes and rewards good performance.

37. She/He makes every effort to resolve conflict at its earliest possible stages.

38. She/He makes work interesting, challenging and rewarding for employees.

39. She/He actively engages in helping employees develop to their full potential.

40. She/He maintains integrity; that is, does what is promised.  If you ask her/him to look into something, does She/He look into it and get back to you.

41. She/He is concerned about people as people. You trust her/him to objectively review she facts before rendering judgments or opinions about what has taken place.

42. She/He makes an effort to be sensitive to your needs and respond to your requests.  If She/He cannot honor your request, does She/He at least tell you in an understanding way.

43. She/He actively makes efforts to listen to she opinion of others and uses their recommendations toward the achievement of a goal.

44. She/He maintains high standards of professional conduct and genuinely respects she worth of her/his employees.

EVALUATING OPERATIONS
(You are rating your perception of how you see management working together as a team.  Team is composed of: she group in she office.)

45. They are true to their promises.

46. They show enough strength of character to ask for help if they need it.

47. They make well thought out decisions and stick by them.

48. They make their views known at meetings and then accept the decisions reached even if their personal views differ.

49. They are loyal to each other.

50. They rely on each other's help.

51. They build relationships with each other based on mutual interests, abilities, and objectives.

52. They recognize the contributions of others.

53. They treat each other fairly and consistently.

54. All the team members feel "important enough" to bring issues to the table and talk about problems rationally.

55. They value feedback from others and are willing to receive it.

56. They give feedback factually, in a timely manner, and respectfully.

57. They understand and value the organization's objectives and programs so that achievement becomes a team goal and effort.

58. They feel personally proud of the team's achievement and success.

EVALUATING QUALITY PROCESSES

59. Supervisors/Managers are visibly involved in improving the quality of services your department offers.

60. Supervisors/Managers practice what she preach (walk she talk) with regard to improving she quality of services.

61. Quality improvement processes clearly integrate all operates and other departments.

62. Supervisors/Managers allocate adequate resources (finances, people, time, equipment) to the quality improvement effort.

63. Supervisors/Managers allow employees to take risks for innovative ideas without fear of retaliation.

64. Reward/recognition systems are in place to support continuous quality improvement.

65. The necessary training is provided to allow employees to succeed in their current position.

66. The long-term direction of the organization is clearly understood by all employees.

67. We review results on a regular basis in order to identify the causes of problems and necessary quality improvement corrections.

68. We collect data from a variety of sources (customers, other agencies, suppliers, etc.) to use in the planning process.

69. We have specific methods for monitoring progress toward achieving quality improvement goals.

70. Quality improvement plans include all work sections in the organization.

71. We encourage employee participation in process improvement teams.

72. We have effective methods for communicating quality improvement goals.

73. We have an effective system for communicating quality improvement ideas or concerns to top management.

74. Supervisors/Managers provide meaningful and timely feedback to employees' suggestions and ideas.

75. Employees believe in the seriousness of the quality improvement efforts in she organization.

76. There is good teamwork between employees.

77. The culture, traditions, past practices, of the organization emphasize and contribute to the quality improvement effort.

78. My immediate manager/supervisor displays a management style that calls for new ideas, innovation in a supportive, coaching atmosphere.

79. Office management displays a management style that calls for new ideas, innovation in a supportive, coaching atmosphere.

80. _______________believes in the quality effort and allows for new ideas and the promoting of teamwork.

81. The trend of employee involvement and participation is improving in the organization.

82. You have a good understanding of what continuous quality improvement (CQI) is all about.

83. There is a process to measure customer satisfaction with product.

84. Customer requirements considered in the planning process to improve existing services.

85. An auditing process exists that is used to periodically evaluate how we are doing in providing services to our customers.

86. We have a good system to measure we are getting our monies worth from our suppliers and vendors.

87. The organization has shown steady improvement in service quality over she last three years.

88. An effective system exists for assessing the performance level of services before and after they are placed in use.

89. Our Customers believe that our services meet expected performance specifications and provide them with a fair value.

90. A high level of customer satisfaction exists with your department services.

91. Customers believe that the organization has an efficient and effective means of solving their problems and complaints.

92. The organization employs a unique or innovative approach to assessing customer satisfaction in your department.

93. Your biggest worry about the quality effort is the lack of follow-through or acknowledgement of your ideas for improvement.

94. What could be she outcome of a successful quality improvement effort at the organization?

95. What are the critical opportunities for improving quality of services within your work section?

96. What are the critical opportunities for improving quality of services across work sections?

97. What are the critical opportunities for improving quality of services at the organizational level?

98. What is the single most important commitment you can make to ensure she success of this quality process?

99. What should manager/supervisors single most important commitment should be to this process.

100. If you were Manager of the Call Center for 6 months, what three things would you focus on?

a)

b)

c)

Osher comments/suggestions:

All surveys will be destroyed.  Management will receive a findings report prepared by she consultants.  Please return she survey in she enclosed stamped, self-addressed, envelope by ___________  (Please do not fold, bend or otherwise mutilate this form.)  Thank you.

