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Think of your organization, department or work group in terms of a process that transforms inputs into outputs.
Step 1
Identify the major inputs and outputs and make a note of them in the space provided below. Depending on the time available, focus on one or more inputs and one or more outputs.
Outputs
Inputs

Click here to enter text.
Click here to enter text.

Click here to enter text.
Click here to enter text.
Transformation of inputs into outputs


Click here to enter text.
Click here to enter text.



Step 2
Select one input and identify the work group, department, or external supplier that provides it.
Step 3
Assess how effective you think this supplier is:
· List the indicators you use to assess the effectiveness of the supplier.
· Against each indicator, note your assessment of how effective the supplier is (use a five-point scale, where 1 = very ineffective and 5 = very effective.
Step 4
Think about how members of the supplying organization department or work group rate their own effectiveness: 
· List the indicators you think they use to assess their own effectiveness.
· Against each indicator; note how you think they rate their own effectiveness.	


	Indicators they use to assess their effectiveness
	Their assessment

	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.

	Indicators I use to assess the effectiveness of the supplier
	My assessment

	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.



Step 5
Compare the two lists. Do they suggest any actual or potential problems that could undermine the effectiveness of your unit? If so, specify below.
Now repeat steps 2-5 for one of your outputs.
Step 6
Select one output and identify the work group, department, or external customer that receives it.
Step 7 
Assess how effective you think your unit is:
· List the indicators you use to assess the effectiveness of your unit (with respect to the supply of the focal output).
· Against each indicator, note your assessment of how effective you think your unit is (use a five-point scale, where 1 = very ineffective and 5 = very effective).
Step 8
Think about how members of the receiving work group, department or organization rate the effectiveness of your unit:
· List the indicators you think they use to assess your unit’s effectiveness.
· Against each indicator, note how you think they rate the effectiveness of your unit.


	Indicators they use to assess their effectiveness of my unit
	Their assessment

	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.

	Indicators I use to assess the effectiveness of my unit
	My assessment

	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
	Click here to enter text.	Click here to enter text.
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Step 9
Compare the two lists. Do they suggest any actual or potential problems that could undermine the effectiveness of your unit?
If you do not have sufficient work experience to complete this exercise as specified above, you can use it as a template for a mini research study. Interview a manager (or the owner of a small business such as a café) and identify the criteria they use to assess the quality of whatever it is they provide for their customers. Then ask them to put themselves in their customers’ shoes and speculate about the criteria customers use to assess the quality of the product or service they receive. Consider whether this process helps the manager identify any discrepancies in the criteria they and their customers use, and whether such discrepancies signal a need for change. You could extend this exercise by interviewing one or more customers to check out whether the manager really is aware of the criteria customers use to assess their performance.
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