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Section One

King Abdullah IT Award
for Excellence for Private Sector Model



King Abdullah II Award for Excellence for Private Sector Model

Regardless of sector, size, structure or maturity, organizations need to establish an appropriate
management framework to be successful. The Excellence Model is a practical, non-prescriptive
framework that enables organizations to:
« Assess where they are on the path to excellence; helping them to understand their key
strengths and potential gaps in relation to their stated Vision and Mission.
« Provide a common vocabulary and way of thinking about the organization that facilitates the
effective communication of ideas, both within and outside the organization.
« Integrate existing and planned initiatives, removing duplication and identifying gaps.

« Provide a basic structure for the organization’s management system.

Whilst there are numerous management tools and techniques commonly used, the Excellence
Model provides an holistic view of the organization and it can be used to determine how these
different methods fit together and complement each other. The Model can therefore be used in
conjunction with any number of these tools, based on the needs and function of the organization,

as an overarching framework for developing sustainable excellence.

Excellent Organizations achieve and sustain outstanding levels of performance that meet or

exceed the expectations of all their stakeholders.

All organizations strive to be successful, some fail, some achieve periods of success but ultimately

fade from view, and a few achieve sustainable success, gaining deserved respect and admiration.

This is realized through a set of three integrated components which comprise the King Abdullah
IT Award for Excellence for Private Sector Model:
« The Fundamental Concepts of Excellence: The underlying principles which are the essential
foundation of achieving sustainable excellence for any organization.
« King Abdullah IT Award for Excellence for Private Sector Criteria (Excellence Model): A
framework to help organizations convert the Fundamental Concepts and RADAR logic into
practice.
*« RADAR logic: A dynamic assessment framework and powerful management tool that
provides the backbone to support an organization as it addresses the challenges it must

overcome if it is to realize its aspiration to achieve sustainable excellence.



Using these three integrated components has helped organizations of all sizes and from all sectors
to compare themselves with the attributes, qualities and achievements of sustainable
organizations. They can use them to develop a culture of excellence, bring consistency to their

management style, access good practices, drive innovation and improve their results.

Used appropriately, The King Abdullah IT Award for A g

Excellence for Private Sector criteria, with the Fuwre @ O\ Gttt

associated RADAR logic and Fundamental Concepts,

Succeeding

ensures that all the management practices used by an "I:‘].pik'. ® o i
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organization. i Vo o

Figure No. (1): The Fundamental Concepts of Excellence

The Fundamental Concepts of Excellence outline the essential foundation for achieving
sustainable excellence for any organization. They can be used as the basis to describe the attributes

of an excellent organizational culture. They also serve as a common language for senior
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Figure No. (2): The KAAPS Excellence Model
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assessment of the degree of excellence of any organization.

Figure No. (3): The RADAR Logic
The RADAR logic provides a structured approach to question the performance of an organization.
It also supports the scoring mechanism behind the EFQM Excellence Award and other recognition
or assessment schemes and can help to lead change and manage improvement projects in an

organization.



Fundamental Concepts of Excellence

Adding Value for Customers
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Figure No. (4): The Fundamental Concepts of Excellence

Adding Value for Customers
Excellent organizations consistently add value for customers by understanding, anticipating and

fulfilling needs, expectations and opportunities.

In practice, we find that excellent organizations:
« Know who their different customers groups are, both existing and potential, and anticipate their
different needs and expectations.
« Transform needs, expectations and potential requirements into attractive and sustainable value
propositions for both existing and potential customers.
« Build and maintain a dialogue with customers, based on openness and transparency.
« Strive to innovate and create value for their customers, involving them, where appropriate, in the
development of new and innovative products, services and experiences.
« Ensure people have the necessary resources, competencies and empowerment to maximize the
customer experience.
« Continually monitor and review the experiences and perceptions of their customers and respond
appropriately to any feedback.
« Compare their performance with relevant benchmarks and learn from their strengths and

opportunities for improvement in order to maximize the value generated for customers.



Creating a Sustainable Future
Excellent organizations have a positive impact on the world around them by enhancing their
performance whilst simultaneously advancing the economic, environmental and social conditions

within the communities they touch.

In practice, we find that excellent organizations:
« Secure their future by defining and communicating a core purpose that provides the basis for their
overall Vision, Mission, values, ethics and corporate behavior.
« Understand their key competencies and how they can generate shared value to benefit wider
society.
« Integrate the concepts of sustainability within their core strategy, value chain and process design
and allocate the resources required to deliver these goals.
« Consider “People, Planet and Profit” as a reference when balancing the sometimes conflicting
imperatives that they face.
« Encourage their stakeholders to participate in activities that contribute to wider society.
« Allocate resources to provide for long-range needs rather than just short-term gain and, where
relevant, become and remain competitive.
« Design their product and service portfolio and actively manage the full product lifecycle in a
responsible way.
« Are able to demonstrate that they measure and optimize the impact of their operations, product
lifecycle and services on public health, safety and the environment.

« Actively advance the economic, environmental and social standards within their sector.

Developing Organizational Capability
Excellent organizations enhance their capabilities by effectively managing change within and beyond

the organizational boundaries.

In practice, we find that excellent organizations:
« Analyze operation performance trends to understand their current and potential capabilities and
capacities and identify where development is needed to achieve the strategic goals.
« Develop an effective and efficient value chain to ensure they can consistently deliver on their
promised value proposition.
« Develop a culture that continually seeks to improve the effectiveness of collaboration and
teamwork throughout their value chain.
« Ensure that financial, physical and technological resources are available to support organizational

development.



« Establish shared values, accountability, ethics and a culture of trust and openness throughout the
value chain.

« Work together with partners to achieve mutual benefit and enhanced value for their respective
stakeholders, supporting one another with expertise, resources and knowledge.

« Establish appropriate networks to enable them to identify potential partnership opportunities to

enhance their capabilities and ability to generate additional stakeholder value.

Harnessing Creativity & Innovation
Excellent organizations generate increased value and levels of performance through continual

improvement and systematic innovation by harnessing the creativity of their stakeholders.

In practice, we find that excellent organizations:
« Establish approaches to engage relevant stakeholders and use their collective knowledge in
generating ideas and innovation.
« Establish and manage learning and collaboration networks to identify opportunities for creativity,
innovation and improvement.
» Recognize that innovation can apply to products, processes, marketing, organizational structures
and business models.
« Set clear goals and objectives for innovation, based on an understanding of the market and
opportunities, supported by appropriate policies and resources.
« Use a structured approach for generating and prioritizing creative ideas.
« Test and refine the most promising ideas, allocating resources to realize them within appropriate
timescales.

« Transform ideas into reality within timescales that maximize the advantages that can be gained.

Leading with Vision, Inspiration & Integrity
Excellent organizations have leaders who shape the future and make it happen, acting as role models

for its values and ethics.

In practice, we find that excellent organizations have leaders who:
« Inspire people and create a culture of involvement, ownership, empowerment, improvement and
accountability through their actions, behaviors and experience.
« Champion the organization’s values and are role models for integrity, social responsibility and
ethical behavior, both internally and externally, to develop and enhance the organization’s reputation.
« Set and communicate a clear direction and strategic focus; they unite their people to share and
achieve the organization’s Mission, Vision and goals.
« Are flexible; they demonstrate their ability to make sound, timely decisions, based on available

information, previous experience and knowledge, with consideration of their potential impact.
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« Recognize sustainable advantage is dependent on their ability to learn quickly and rapidly respond
when necessary.

« Promote a culture which supports the generation of new ideas and new ways of thinking to
encourage innovation and organizational development.

« Are transparent and accountable to their stakeholders and society at large for their performance and

ensure their people act ethically, responsibly and with integrity.

Managing with Agility
Excellent organizations are widely recognized for their ability to identify and respond effectively and
efficiently to opportunities and threats.

In practice, we find that excellent organizations:
« Use mechanisms to identify changes in their external environment and translate these into potential
future scenarios for the organization.
« Translate their strategies into aligned processes, projects and organizational structures, ensuring
changes can be implemented with appropriate speed throughout the value chain.
« Develop a meaningful mix of process performance indicators and related outcome measures,
enabling the review of the efficiency and effectiveness of the key processes and their contributions
towards the strategic goals.
« Use data on the current performance and capabilities of their processes, as well as appropriate
benchmarks, to drive creativity, innovation and improvement.
« Effectively manage change through structured project management and focused process
improvement.
« Rapidly adapt their organizational structure to support the achievement of the strategic goals.
« Evaluate and develop the technology portfolio to improve the agility of processes, projects and the

organization.

Succeeding through the Talent of People
Excellent organizations value their people and create a culture of empowerment for the achievement of

both organizational and personal goals.

In practice, we find that excellent organizations:
« Define the skills, competencies and people performance levels required to achieve the Mission,
Vision and strategic goals.
« Effectively plan to attract, develop and retain the talents required to meet these needs.
« Align personal and team objectives, and empower people to realize their full potential in a spirit of
true partnership.

11



« Ensure a healthy work / life balance in the reality of 24/7 connectivity, increasing globalization and
new ways of working.

« Respect and embrace the diversity of their people and the communities and markets the
organization serves.

« Develop people's skills and competencies to ensure their future mobility and employability.

« Encourage their people to be ambassadors of the organizations' image and reputation.

« Motivate people to become involved in improvement and innovation and recognize their efforts
and achievements.

« Understand the communication needs of their people and use appropriate strategies and tools to

maintain a dialogue.

Sustaining Outstanding Results
Excellent organizations achieve sustained outstanding results that meet both the short and long term

needs of all their stakeholders, within the context of their operating environment.

In practice, we find that excellent organizations:
« Gather stakeholders’ needs and expectations for input to the development and review of their
strategy and supporting policies, remaining alert to any changes.
« Identify and understand the key results required to achieve their Mission and evaluate progress
towards the Vision and strategic goals.
« Define and use a balanced set of results to review progress, provide a view of long and short-term
priorities and manage the expectations of the key stakeholders.
« Deploy strategy and supporting policies in a systematic manner to achieve the desired set of results,
with clearly defined “cause and effect” relationships.
« Establish targets based on comparisons of their performance with other organizations, their current
and potential organizational capability and their strategic goals.
« Evaluate the set of results achieved to improve future performance and provide sustainable benefits
to all their stakeholders.
« Deliver high levels of stakeholder confidence by adopting effective mechanisms to understand
future scenarios and effectively manage strategic, operational and financial risks.
« Ensure transparency of financial and non-financial reporting to relevant stakeholders, including
appropriate governance bodies, in line with their expectations.
« Ensure that their leaders are provided with accurate and sufficient information to support them in

timely decision making.
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King Abdullah IT Award for Excellence for Private Sector Criteria

The King Abdullah II Award for Excellence for Private Sector Criteria represented in the diagram
below is a non-prescriptive framework based on nine criteria. Five of these are ‘Enablers’ and four are
‘Results’. The ‘Enabler’ criteria cover what an organization does and how it does it. The ‘Results’
criteria cover what an organization achieves. ‘Results’ are caused by ‘Enablers’ and ‘Enablers’ are

improved using feedback from ‘Results’.

The arrows emphasize the dynamic nature of the Model, showing learning, creativity and innovation

helping to improve the Enablers that in turn lead to improved Results.

Each of the nine criteria has a definition, which explains the high level meaning of that criterion. To
develop the high level meaning further each criterion is supported by a number of criterion parts.
Criterion parts are statements that describe in further examples of what, typically, can be seen in

excellent organizations and should be considered in the course of an assessment.

Finally, below each criterion part are guidance points. Many of these guidance points are directly linked
to the Fundamental Concepts mentioned earlier. Use of these guidance points is not mandatory. They

are intended to give examples to aid interpretation of the criterion part.

\
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Figure No. (5) Award Criteria




The King Abdullah IT Award for Excellence for Private Sector criteria were developed according to the
EFQM Excellence Model which is based on the new Eight Fundamental Concepts of Excellence.

1.Leadership
Excellent organizations have leaders who shape the future and make it happen, acting as role models
for its values and ethics and inspiring trust at all times. They are flexible, enabling the organization to
anticipate and react in a timely manner to ensure the on-going success of the organization.
« la. Leaders develop the mission, vision, values and ethics and act as role models.
o 1b. Leaders define, monitor, review and drive the improvement of the organization’s management
system and performance.
« lc. Leaders engage with external stakeholders.
« 1d. Leaders reinforce a culture of excellence with the organization’s people.

« le. Leaders ensure that the organization is flexible and manages change effectively.

1a. Leaders develop the mission, vision, values and ethics and act as role models.

For example, leaders in excellent organizations:
« Secure their future by defining and communicating a core purpose that provides the basis for their
overall Vision, Mission, values, ethics and corporate behavior and to concentrate on best results.
« Champion the organization’s values and are role models for integrity, social responsibility and
ethical behavior, both internally and externally, to develop and enhance the organization’s reputation.
« Set and communicate a clear direction and strategic focus; they unite their people to share and
achieve the organization’s Mission, Vision and goals.
« Develop a shared leadership culture for the organization and review and improve the effectiveness

of personal leadership behaviors.

1b. Leaders define, monitor, review and drive the improvement of the organization’s
management system and performance.
For example, leaders in excellent organizations:
« Define and use a balanced set of results to review progress, provide a view of long and short term
priorities and manage the expectations of the key stakeholders.
« Understand and develop the underlying capabilities and resources of the organization needed to
achieve its strategy.
« Evaluate the set of results achieved to improve future performance and provide sustainable benefits
to all their stakeholders.
« Base decisions on factually reliable information and use all available knowledge to interpret current
and predicted performance of the relevant processes.
« Deliver high levels of stakeholder confidence by adopting effective mechanisms to understand

future scenarios and effectively manage strategic, operational and financial risks.
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1c. Leaders engage with external stakeholders.

For example, leaders in excellent organizations:
« Use approaches to understand, anticipate and respond to the different needs and expectations of
their key external stakeholders.
« Establish shared values, accountability, ethics and a culture of trust and openness throughout the
value chain.
« Are transparent and accountable to their stakeholders and society at large for their performance and
ensure their people act ethically, responsibly and with integrity.
« Ensure transparency of financial & non-financial reporting to relevant stakeholders, including
appropriate governance bodies, in line with their expectations.

« Encourage their stakeholders to participate in activities that contribute to wider society.

1d. Leaders reinforce a culture of excellence with the organization’s people.

For example, leaders in excellent organizations:
« Inspire people and create a culture of involvement, ownership, empowerment, improvement and
accountability through their actions, behaviors and experience.
« Recognize sustainable advantage is dependent on the ability of leaders to learn quickly and rapidly
respond when necessary.
« Support people throughout the organization to achieve their plans, objectives and targets.
« Continues recognition of efforts and achievements in a timely and appropriate manner.
» Promote a culture which supports the generation of new ideas and new ways of thinking to
encourage innovation and organizational development.
» Promote and encourage equal opportunities and diversity and providing a positive working

environment for both genders.

le. Leaders ensure that the organization is flexible and manages change effectively.
For example, leaders in excellent organizations:
« Are flexible; they demonstrate their ability to make sound, timely decisions, based on available
information, previous experience and knowledge, with consideration of their potential impact.
« Consider “People, Planet and Profit” as a reference when balancing the sometimes conflicting
imperatives that they face.
« Involve and seek support and contributions from all relevant stakeholders for changes necessary to
ensure the sustainable success of the organization.
« Effectively manage change through structured project management and focused process

improvement.

15



« Use a structured approach for generating and prioritizing creative ideas.

« Test and refine the most promising ideas, allocating resources to realize them within appropriate
timescales.

2.Strategy

Excellent organizations implement their Mission and Vision by developing a stakeholder focused
strategy. Policies, plans, objectives and processes are developed and deployed to deliver the strategy.

« 2a. Strategy is based on understanding the needs and expectations of both stakeholders and the
external environment.

« 2b. Strategy is based on understanding internal performance and capabilities.
« 2c. Strategy and supporting policies are developed, reviewed and updated.

« 2d. Strategy and supporting policies are communicated, implemented and monitored.

2a. Strategy is based on understanding the needs and expectations of both
stakeholders and the external environment.

For example, excellent organizations:
« Gather stakeholders’ needs and expectations for input to the development and review of their
strategy and supporting policies, remaining alert to any changes.
« Identify, analyze and understand external indicators, such as global and local economic, market and
societal trends, which may affect the organization.
« Understand and anticipate the long and short-term global and local impact of changes to relevant
political, legal, regulatory and compliance requirements.

« Use mechanisms to identify changes in their external environment and translate these into potential
future scenarios for the organization.

2b. Strategy is based on understanding internal performance and capabilities.
For example, excellent organizations:

« Analyze operational performance trends to understand their current and potential capabilities and
capacities and identify where development is needed to achieve the strategic goals.
« Analyze data and information regarding existing and potential partners’ core competencies and

capabilities to understand how they complement the organization’s capabilities to achieve its strategy.
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« Determine the potential impact of new technologies and business models on the performance
of the organization.
« Compare their performance with relevant benchmarks to understand their relative strengths

and areas for improvement.

2c. Strategy and supporting policies are developed, reviewed and updated.

For example, excellent organizations:
« Create and maintain a clear strategy and supporting policies to achieve the Mission and Vision
of the organization.
« Integrate the concepts of sustainability within their core strategy, value chain and process
design and allocate the resources required to deliver these goals.
« Identify and understand the key results required to achieve their Mission and evaluate progress
towards the Vision and strategic goals.
« Adopt effective mechanisms that include activities, responsibilities, time frames and resources
needed to manage the strategic risks identified through scenario planning.
« Understand their key competencies and how they can generate shared value to benefit wider

society.

2d. Strategy and supporting policies are communicated, implemented and
monitored.
For example, excellent organizations:
« Translate their strategies into aligned processes, projects and organizational structures,
ensuring changes can be implemented with appropriate speed throughout the value chain.
« Establish targets based on comparisons of their performance with other organizations, their ¢
urrent and potential organizational capability and their strategic goals.
« Ensure that financial, physical and technological resources are available to support
organizational development.
« Deploy strategy and supporting policies in a systematic manner to achieve the desired set of
results, with clearly defined “cause and effect” relationships.
« Set clear goals and objectives for innovation, based on an understanding of the market and
opportunities, supported by appropriate policies and resources.

« Communicate strategy and supporting policies with relevant stakeholders.
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3. People

Excellent organizations value their people and create a culture that allows the mutually beneficial
achievement of organizational and personal goals. They develop the capabilities of their people
and promote fairness and equality. They care for, communicate, reward and recognize, in a way
that motivates people, builds commitment and enables them to use their skills and knowledge for
the benefit of the organization.

« 3a. People plans support the organization’s strategy.

« 3b. People’s knowledge and capabilities are developed.

« 3c. People are aligned, involved and empowered.

« 3d. People communicate effectively throughout the organization.

« 3e. People are rewarded, recognised and cared for.

3a. People plans support the organization’s strategy.

For example, excellent organizations:
« Have clearly defined the people performance levels required to achieve the strategic goals.
« Align people plans with their strategy, the organizational structure, new technologies and key
processes and to forecast their estimated future needs of people.
« Rapidly adapt their organizational structure according to internal and external factors to
support the achievement of the strategic goals.
« Involve employees, and their representatives, in developing and reviewing the people strategy,
policies and plans, adopting creative and innovative approaches when appropriate.
« Manage recruitment, career development, mobility and succession planning, supported by
appropriate policies, taking into consideration the right use of gender and competencies as
required to ensure fairness and equal opportunities.
« Use people surveys and other forms of employee feedback to improve people strategies,

policies and plans.

3b. People’s knowledge and capabilities are developed.

For example, excellent organizations:
« Define the skills, competencies and people performance levels required to achieve the
Mission, Vision and strategic goals.
« Effectively plan to attract, develop and retain the talents required to meet these needs.
« Appraise and help people improve their performance and engagement on regular basis.
« Develop people's skills and competencies to ensure their future mobility and employability.
« Ensure their people have the necessary competencies, resources, opportunities and authorities

to be able to maximize their contribution.
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3c. People are aligned, involved and empowered.

For example, excellent organizations:
« Align personal and team objectives, and empower people to realize their full potential in a
spirit of true partnership.
« Sufficient and appropriate delegation for people in all positions and empowering them to
complete their tasks thus achieving organizational objectives.
« Create a culture of creativity and innovation across the organization in all areas of work
(products, services, processes, organizational structures) ensuring people have an open mind-set
and can respond quickly to challenges they face enabling them to be ambassadors of the
organizations' image and reputation.

« Inspire participation in activities that contribute to wider society.

3d. People communicate effectively throughout the organization.

For example, excellent organizations:
« Understand the communication needs of their people and use appropriate strategies and tools
to maintain a dialogue and improve them on regular basis.
« Communicate a clear direction and strategic focus to ensure that people understand and can
demonstrate their contribution to the organization’s on-going success.
« Enable and encourage the sharing of information, knowledge and best practices, achieving a
dialogue throughout the organization.
» Develop a culture that continually seeks to improve the effectiveness of collaboration and

teamwork throughout their value chain.

3e. People are rewarded, recognised and cared for.

For example, excellent organizations:
« Align remuneration, benefits and terms of employment with transparent strategies and policies.
« Motivate people to become involved in improvement and innovation and recognize their
efforts and achievements.
« Ensure a healthy positive work / life balance in the reality of 24/7 connectivity, increasing
globalization and new ways of working.
« Promote a culture of mutual support, recognition and care between individuals and between teams.
» Respect and embrace the diversity of their people and the communities and markets the
organization serves.
« Create a system that ensures the ability of people to submit their suggestions and complaints

and to work on solving them regularly.
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4. Partnerships & Resources

Excellent organizations plan and manage external partnerships, suppliers and internal resources in
order to support their strategy, policies and the effective operation of processes. They ensure that
they effectively manage their environmental and societal impact.

« 4a. Partners and suppliers are managed for sustainable benefit.

« 4b. Finances are managed to secure sustained success.

« 4c. Buildings, equipment, materials and natural resources are managed in a sustainable way.

« 4d. Technology is managed to support the delivery of strategy.

« 4e. Information and knowledge are managed to support effective decision making and to build

the organization’s capability.

4a. Partners and suppliers are managed for sustainable benefit.

For example, excellent organizations:
« Segment partners and suppliers, in line with the organization’s strategy, and adopt appropriate
policies and processes for effectively working together to ensure the quality of processes and services.
« Build a sustainable relationship with partners and suppliers based on mutual trust, respect and
openness to ensure the achievement of mutual benefits.
« Ensure partners and suppliers operate in line with the organization’s strategies and values.
« Establish appropriate networks to enable them to identify potential partnership opportunities
to enhance their capabilities and ability to generate additional stakeholder value.
« Work together with partners to achieve mutual benefit and enhanced value for their respective

stakeholders, supporting one another with expertise, resources and knowledge.

4b. Finances are managed to secure sustained success.

For example, excellent organizations:
« Use financial strategies, policies and processes to support the overall strategy of the
organization and ensuring financial resilience.
« Design the financial planning, control, reporting and review processes to optimize the use of
resources.
« Allocate resources to provide for long-range needs rather than just short-term gain and, where
relevant, become and remain competitive.
« Use financial governance processes, tailored to all appropriate levels in the organization.
« Evaluate, select and validate investment in, and divestment of, both tangible and non-tangible
assets, respecting their long- term economic, societal and ecological effects ensuring the right

use of these assets.

20



4c. Buildings, equipment, materials and natural resources are managed in a
sustainable way.
For example, excellent organizations:
« Use strategies, policies and processes for managing buildings, equipment and materials in a
financial and environmentally sustainable way.
« Optimize the use and effectively manage the lifecycle and physical security of their tangible
assets, including buildings, equipment and materials in a way to ensure the highest utilization
of them.
« Measure and optimize the impact of their operations, product lifecycle and services on public
health, safety and the environment.
« Minimize their local and global environmental impact, including setting challenging goals for
meeting and exceeding legal standards and requirements.

« Actively advance the economic, environmental and social standards within their sector.

4d. Technology is managed to support the delivery of strategy.

For example, excellent organizations:
« Manage a technology portfolio that supports the organization’s overall strategy.
« Evaluate and develop the technology portfolio to improve the agility of processes, projects and
the organization.
« Involve relevant stakeholders in the development and deployment of new technologies to
maximize the benefits generated.
« Identify and evaluate alternative and emerging technologies in the light of their impact on
organizational performance and capabilities and the environment.

« Use technology to support the culture of creativity and innovation.

4e. Information and knowledge are managed to support effective decision making
and to build the organization’s capability.
For example, excellent organizations:
« Develop and implement knowledge management strategy that is linked to the organizations
strategy.
« Ensure that their leaders are provided with accurate and sufficient information to support them
in timely decision making.
« Identify and classify data then transform them into information and where relevant into
knowledge that can be shared and effectively used.
« Identify the locations of internal and external implicit/explicit knowledge and to make them
available and publish them at the right time through different means and to make the right

partnerships needed to make knowledge available.
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« Identify the key threats of their knowledge assets including the implicit and explicit ones and
to work on protecting them by mitigating the threats.

« Establish approaches to engage relevant stakeholders and use their collective knowledge in
generating ideas and innovation.

« Provide and monitor access to relevant information and knowledge based on their
classifications for their people and external users, whilst ensuring both security and the
organization’s intellectual property are protected.

« Establish and manage learning and collaboration networks to identify opportunities for
creativity, innovation and improvement.

« Transform ideas into reality within timescales that maximize the advantages that can be gained.
5. Processes, Products & Services

Excellent organizations design, manage and improve processes, products and services to generate
increasing value for customers and other stakeholders.

« 5a. Processes are designed and managed to optimise stakeholder value.

« 5b. Products and services are developed to create optimum value for customers.

« 5c. Products and services are effectively promoted and marketed.

« 5d. Products and services are produced, delivered and managed.

« 5e. Customer relationships are managed and enhanced.

Sa. Processes are designed and managed to optimise stakeholder value.

For example, excellent organizations:
« Use a framework to manage and develop all processes indicating their integration with the
organizations strategy.
« Manage the end to end processes, including processes that extend beyond the boundaries of
the organization.
« Ensure process owners understand their role and responsibility in developing, maintaining and
improving processes through training and ensuring their involvement in the improvements and
changes related to these processes and their availability to related stakeholders.
« Develop a meaningful mix of process performance indicators and related outcome measures,
enabling the review of the efficiency and effectiveness of the key processes and their
contributions towards the strategic goals.
« Use data on the current performance and capabilities of their processes, as well as appropriate

benchmarks, to drive improvement, creativity and innovation.

22



5b. Products and services are developed to create optimum value for customers.

For example, excellent organizations:
« Care for the voice of customer and to Strive to innovate and create value for their customers,
involving them and other stakeholders, where appropriate, in the development of new and
innovative products, services and experiences.
« Measure customer satisfaction by using market research, customer surveys and other forms of
feedback to anticipate and identify improvements aimed at enhancing the product and service portfolio.
« Develop their portfolio in line with the changing needs of existing and potential customer groups.

« Design their product and service portfolio and actively manage the full product lifecycle in a
responsible way.

Sc. Products and services are effectively promoted and marketed.

For example, excellent organizations:
« Know who their different customers groups are, both existing and potential, and anticipate
their different needs and expectations.
« Transform needs, expectations and potential requirements into attractive and sustainable value
propositions for both existing and potential customers.
« Implement the business model by defining their value proposition, “unique selling points”,
positioning, target customer groups and distribution channels.
« Develop marketing strategies to promote their products and services to target customers and
user groups (e-services, smart applications, call centers...etc.).
« External communication with target customers and stakeholders using the right tools to inform
them on the latest developments, improvements and quality of products and services.
« Engage customers in the development, specifications and requirements of products and
services through (meetings, questionnaires, joint committees, workshops...etc.)
« Activate communication channels with customers using different tools that meet their needs

and to provide them with the right information at the right time.

5d. Products and services are produced, delivered and managed.

For example, excellent organizations:
« Produce and deliver products and services to meet, or exceed, customer needs and
expectations, in line with the offered value proposition.
» Develop an effective and efficient value chain to ensure they can consistently deliver on their

promised value proposition.

« Ensure people have the necessary resources, competencies and empowerment to maximize the
customer experience.
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« Manage products and services throughout their lifecycle, including reusing and recycling
where appropriate, considering any impact on public health, safety and the environment.

« Compare their performance with relevant benchmarks and learn from their strengths and
opportunities for improvement in order to maximize the value generated for customers.

« Use internal performance indicators related to customer satisfaction and to identify priorities

and plans that improve their customers’ satisfaction.

Se. Customer relationships are managed and enhanced.

For example, excellent organizations:
« Segment customers, in line with the organization’s strategy, and adopt appropriate policies and
processes for effectively managing the relationship.
« Determine and meet customers’ day-to-day and long-term contact requirements and use the
right tools of communication with each customer group.
« Build and maintain a dialogue with customers, based on openness and transparency.
« Continually monitor and review the experiences and perceptions of their customers and ensure
« processes are aligned to respond appropriately to any feedback related to customers’ requirements.
« Ensure customers are clear on their responsibilities with regards to the use of products and services.
« Use different means to activate the channels of the voice of customers to receive and respond
to their (complaints, grievances, satisfaction, suggestions, inquiries, opinions, needs, thanks

and gratitude).

6. Customer Results

Excellent organizations achieve and sustain outstanding results that meet or exceed the needs and

expectations of their customers.

In practice, we find that excellent organizations:
« Use a set of perception measures and related performance indicators to determine the
successful deployment of their strategy and supporting policies, based on the needs and
expectations of their customers.
« Set clear targets for the key customer results based on the needs and expectations of their
customers, in line with their chosen strategy.
« Segment results to understand the experience, needs and expectations of specific customer
groups.

« Demonstrate positive or sustained good customer results over at least 3 years.
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o Clearly understand the underlying reasons and drivers of observed trends and the impact these
results will have on other performance indicators, perceptions and related outcomes.

« Have confidence in their future performance and results based on their understanding of the
cause and effect relationships established.

« Understand how their key customer results compare to similar organizations and use this data,

where relevant, for target setting.

6a. Customers Perceptions

These are the customers’ perceptions of the organization. These may be obtained from a number
of sources, including surveys, focus groups, ratings, compliments and complaints. These
perceptions should give a clear understanding of the effectiveness, from the customers’
perspective, of the deployment and outcomes of the organization’s customer strategy, supporting

policies and processes.

MEASURES COULD INCLUDE PERCEPTIONS OF:
« Reputation and image
« Product and service value
« Product and service delivery
« Customer service, relationship and support

« Customer loyalty and engagement

6b. Customers Performance Indicators

These are the internal measures used by the organization in order to monitor, understand, predict
and improve the performance of the organization and to predict their impact on the perceptions of
its customers. These indicators should give a clear understanding of the deployment and impact of

the organization’s customer strategy, supporting policies and processes.

MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:
« Product and service delivery
« Customer service, relationships and support
« Complaints handling

« Involvement of customers and partners in the design of products, processes, etc.
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7. People Results

Excellent organizations achieve and sustain outstanding results that meet or exceed the needs and
expectations of their people.
In practice, we find that excellent organizations:
« Use a set of perception measures and related performance indicators to determine the
successful deployment of their strategy and supporting policies, based on the needs and
expectations of their people.
« Set clear targets for key people results based on the needs and expectations of their people, in
line with their chosen strategy.
» Segment results to understand the experience, needs and expectations of specific groups of
people within their organization.
« Demonstrate positive or sustained good people results over at least 3 years.
« Clearly understand the underlying reasons for and drivers of observed trends and the impact
these results will have on other performance indicators and related outcomes.
« Have confidence in their future performance and results based on their understanding of the
cause and effect relationships established.
« Understand how the key people results compare to similar organizations, and use this data,

where relevant, for target setting.

7a. People Perceptions

These are the people’s perception of the organization. These may be obtained from a number of
sources, including surveys, focus groups, interviews and structured appraisals. These perceptions
should give a clear understanding of the effectiveness, from the people’s perspective of the
deployment and outcomes of the organization’s people strategy and supporting policies and

processes.

MEASURES COULD INCLUDE PERCEPTIONS OF:
« Satisfaction, involvement and engagement.
» Motivation and empowerment.
» Leadership and management.
« Competency and performance management.
« Training and career development.
« Effective communications.

» Working conditions.
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7b. People Performance Indicators

These are the internal measures used by the organization in order to monitor, understand, predict
and improve the performance of the organization’s people and to predict their impact on
perceptions. These indicators should give a clear understanding of the deployment and impact of

the organization’s people strategy and supporting policies and processes.

MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:
« Involvement and engagement activities.
« Competency and performance management activities.
« Leadership performance.
« Training and career development activities.
o Internal communications.
« Employees Retention.

« Handling employees suggestions and complaints.

8. Society Results

Excellent organizations achieve and sustain outstanding results that meet or exceed the needs and

expectations of relevant stakeholders within society.

In practice, we find that excellent organizations:
« Use a set of perception measures and related performance indicators to determine the
successful deployment of their strategy and supporting policies, based on the needs and
expectations of the relevant external stakeholders.
« Set clear targets for key society results based on the needs and expectations of the relevant
stakeholders within society, in line with their chosen strategy.
« Segment results to understand the experience, needs and expectations of relevant stakeholders
within society.
« Demonstrate positive or sustained good society results over at least 3 years.
o Clearly understand the underlying reasons and drivers of observed trends and the impact these
results will have on other performance indicators and related outcomes.
» Have confidence in their future performance and results based on their understanding of the
cause and effect relationships established.
« Understand how their key society results compare to similar organizations and use this data,

where relevant, for target setting.
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8a. Society Perceptions

This is society’s perception of the organization. This may be obtained from a number of sources,
including surveys, reports, press articles, public meetings, Non-Governmental Organizations,
public representatives and governmental authorities. These perceptions should give a clear
understanding of the effectiveness, from society’s perspective of the deployment and outcomes of

the organization’s societal and environmental strategy and supporting policies and processes.

MEASURES COULD INCLUDE PERCEPTIONS OF:
» Environmental impact.
» Image and reputation.
« Societal impact.
» Workplace impact.

» Awards and media coverage.

8b. Society Performance Indicators

These are the internal measures used by the organization in order to monitor, understand, predict
and improve the performance of the organization and to predict their impact on the perceptions of
the relevant stakeholder within society. These indicators should give a clear understanding of the
deployment and impact of the organization’s societal and environmental strategy and supporting

policies and processes.

MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:
« Environmental, economic and societal activities.
» Regulatory and governance compliance.
« Health and safety performance.

« Responsible sourcing and procurement performance.

9. Key /Business Results

Excellent organizations achieve and sustain outstanding results that meet or exceed the needs and

expectations of their business stakeholders.

In practice, we find that excellent organizations:
« Develop a set of key financial and non-financial results to determine the successful
deployment of their strategy, based on the needs and expectations of their business stakeholders.
« Set clear targets for key business results based on the needs and expectations of their business

stakeholders, in line with their chosen strategy.
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« Segment results to understand the performance of specific areas of the organization and the
experience, needs and expectations of business stakeholders.

« Demonstrate positive or sustained good business results over at least 3 years.

o Clearly understand the underlying reasons and drivers of observed trends and the impact these
results will have on other performance indicators and related outcomes.

« Have confidence in their future performance and results based on their understanding of the
cause and effect relationships established.

« Understand how their key business results compare to similar organizations and use this data,

where relevant, for target setting.

9a. Business Outcomes
These are the key financial and non-financial business outcomes which demonstrate the success of
the organization’s deployment of their strategy. The set of measures and relevant targets will be

defined and agreed with the business stakeholders.

OUTCOME MEASURES COULD INCLUDE:
« Key processes outcomes
« Financial outcomes
« Business stakeholder perceptions
« Performance against budget
« Volume of key products or services delivered

« Perception of other stakeholders (partners, suppliers..etc.)

9b. Business Performance Indicators
These are the key financial and non-financial business indicators that are used to measure the
organization’s operational performance. They help monitor, understand, predict and improve the

organization's likely key performance outcomes.

MEASURES COULD INCLUDE PERFORMANCE INDICATORS ON:
« Financial indicators
« Project costs
« Key process performance indicators
« Partner and supplier performance
« Technology, information and knowledge
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Integration of the Fundamental Concepts within the Criteria

The Fundamental Concepts were reviewed and updated first and these were used as the basis for

the guidance points in the criterion parts of the King Abdullah IT Award for Excellence for Private

Sector Model to provide the link between the high-level overview provided by the Concepts and

the detailed analysis achieved through the Criteria. As the guidance points are action-oriented,

they have been incorporated into the 5 Enabling Criteria. The Results generated, and which

criteria they relate to, will depend on the approaches adopted, the measures used to monitor their

efficiency and effectiveness and the operating environment of the organization in question.

The table below illustrates these links:

5. Processes,

Criterion 1. Leadership 2. Strategy 3. People e Products
& Resources .
& Services
Criterion Part b d a|b d blc|d bic|{d|e|a|b|c|d]|e

Adding Value
for Customers

Creating a
Sustainable Future

Developing
Future Capability

Harnessing Creativity
& Innovation

Leading with Vision,
Inspiration & Integrity

Managing with Agility

_ i

Succeeding through
the Talent of People

Sustaining
Outstanding Results
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Assessment Tool (RADARO® Methodology)

0]
Plan and Develop
APPROACHES

@ @
Required Deploy
RESULTS APPROACHES

(©))

ASSESS & REFINE

Approaches and
Deployment

At the highest level, RADAR logic states that an organization needs to:
« Determine the Results it is aiming to achieve as part of its strategy.
« Plan and develop an integrated set of sound Approaches to deliver the required results both
now and in the future.
« Deploy the approaches in a systematic way to ensure implementation.
« Assess and refine the deployed approaches based on monitoring and analysis of the results

achieved and ongoing learning activities.

31



To help support robust analysis, the RADAR elements can be broken down into a series of
attributes, shown below:
Analysis of Enablers

Elements Attributes Guidance
Integrity Results are timely, reliable & accurate.
Approach . Results are appropriately segmented to provide
Segmentation meaningful insights.
Positive trends or sustained good performance
Trends
over at least 3 years.
Deployment - :
Relevant targets are set and consistently achieved
Targets for the key results, in line with the strategic goals.
Relevant external comparisons are made and are
Comparisons favourable for the key results, in line with the
Assessment strategic goals.
& Refinement There is confidence that performance levels will
Confidence be sustained into the future, based on established
cause & effect relationships.
Analysis of Results
Elements Attributes Guidance ‘

A coherent set of results, including key results,
are identified that demonstrate the performance of
the organization in terms of its strategy,

Scope & Relevance objectives and the needs and expectations of the

Relevance & relevant stakeholders.
Usability Integrity Results are timely, reliable & accurate.
. Results are appropriately segmented to provide
Segmentation meaningful insights.
Trend Positive trends or sustained good performance
rends over at least 3 years.
Relevant targets are set and consistently achieved
Targets

for the key results, in line with the strategic goals.

Relevant external comparisons are made and are
Comparisons favourable for the key results, in line with the
strategic goals.

Performance

There is confidence that performance levels will
Cantdlsiee be sustained into the future, based on established
cause & effect relationships.
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RADAR for Enablers

The Enabler matrix is used to support the analysis of the approaches within the five Enabler
criteria:

« Leadership

o Strategy

« People

« Partnerships & Resources

« Processes, Products & Services

Applying the Enablers Matrix
« Based on all the evidence available, apply the Enabler RADAR to the set of approaches adopted.
« RADAR contains guidance on what we expect the organization to demonstrate.
« The overall score should not exceed that of the approaches adopted. For example, if the
approaches are not sound or do not fully cover the criterion part being assessed, no matter how
well all other attributes have been scored, the score given will be limited to that given to the

soundness of the approaches.

Recognised as
Global Role
Model

Approach Guidance Unable to Limited Ability Able to Fully Able to

Demonstrate to Demonstrate Demonstrate Demonstrate

The approaches have a clear rationale,
Sound based on the relevant stakeholder needs,
and are process based

The approaches support strategy and are
Integrated linked to other relevant approaches.

Recognised as
Global Role
Model

Deployment Unable to Limited Ability Able to Fully Able to
Demonstrate to Demonstrate Demonstrate Demonstrate

Implemented | The approaches are implemented in
relevant areas, in a timely manner.

{ructured The execution is structured and enables
structure flexibility and organisational agility.

Assessment & Unable to Limited Ability Able to Fully Able to Recognised as

Refinement Demonstrate to Demonstrate Demonstrate Demonstrate

Global Role
Model

The effectiveness& efficiency of the
Measurement | approaches and their deployment are
appropriately Measured.

Learning & Creativity is used to generate
opportunities  for  improvement  or
Innovation.

Learning&
Creativity

Outputs from measurement, learning&

Improvement & [ creativity are used to evaluate, priorities&
Innovation implement improvements&

Innovations.

Scale 0 % 25% 50 % 75 % 100 %

overall score
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RADAR for Results

The Results matrix is used to support the analysis of the results within the four Results criteria:

o Customer Results

« People Results

« Society Results

» Business Results

Results Matrix
« Based on all the evidence available, apply the Results RADAR to the set of results used.

« RADAR contains guidance on what we expect the organization to demonstrate.

« The overall score cannot exceed that of the “Scope and Relevance” of the results available.

For example, if the scope of the results available does not fully cover the criterion part being

assessed, in line with the organization’s strategic goals, the overall score given will be limited

to that given to the “Scope and Relevance” of the data available.

Relevance &
Usability

Guidance

Unable to
Demonstrate

Limited Ability
to Demonstrate

Able to
Demonstrate

Fully Able to
Demonstrate

Recognised as
Global Role
Model

A coherent set of results, including key
results, are identified that Demonstrate the

RSClope & performance of the organisation in terms of
CCRANCe it’s strategy, objectives and the needs and
expectations of the relevant stakeholders.
Integrity Results are timely, reliable and accurate.
. Results are appropriately segmented to
Segmentation

Performance

provide meaningful insights.

Guidance

Unable to
Demonstrate

Limited Ability
to Demonstrate

Able to
Demonstrate

Fully Able to
Demonstrate

Recognised as
Global Role
Model

Positive  trends or sustained good
Trends performance over at least 3 years.
Relevant targets are set and consistently
Targets achieved for the Key Results, in line with
the strategic goals.
. Relevant external Comparisons are made
Comparisons | .4 are favorable for the Key results. in line
with the strategic goals.
There is confidence that performance levels
Confidence will be sustained into the future, based on
established cause& effect relationships.
Scale (3 25% 50 % 75 % 100 %

overall score

When answering the enablers criteria and sub-criteria, the organization should cover each of

(approach, implementation, assessment and refinement), while it should cover each of (trend,

target, comparisons and confidence when answering the results criteria.
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Scoring for KAAPS Excellence Model

The RADAR Assessment and Management tool is the evaluation method used to score applications for
the King Abdullah II Award for Excellence for Private Sector and most national Excellence awards. It
can also be used by organizations carrying out Self-Assessment and wishing to use a score for

benchmarking or other purposes.

The underlying principle for scoring using the RADAR is that when an organization’s performance
improves over time, their score against the Model will increase. 50 % of the points available are
allocated to the Enablers and 50% are allocated to the results. This is to ensure the organization has the

capability to sustain this performance into the future.

When an organization is scored using the RADAR matrix, weights are given to each of the nine criteria

3
4 N
Processes,
Products &
Services
100 I
L J

—

Figure No. (7): The Excellence Model

to calculate the number of points awarded.

Leadership Strategy
100 100
Partnerships &
Resources
\ ) 100

Generally each criterion part is allocated equal weight within that criterion; for example, each of
the 5 criterion parts for Leadership contributes 20 % of the 100 points allocated to criterion 1.
There are however two exceptions:
« Criterion part 6a takes 75 % of the points allocated to criterion 6, whilst criterion part 6b takes 25 %;
« Criterion part 7a takes 75 % of the points allocated to criterion 7, whilst criterion part 7b takes 25 %.

Each criterion part is assessed using the RADAR matrix and a score agreed. These scores are then

combined to give a score for that criterion. The weighting is then applied to give an overall score

from O to 1000 points.
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Section Two

General Framework




The Award Objectives

The King Abdullah II Award for Excellence for the private sector was established in 1999 as the
highest level of quality and excellence recognition in Jordan. It aims at enhancing the
competitiveness of Jordanian businesses by promoting quality awareness and performance
excellence, as well as recognizing quality and business achievements of Jordanian organizations.

The Award also aims at sharing the experiences and success stories of participating organizations.

The Award Categories

The Award is granted to one or more winning organizations in each of the following categories:
» Large manufacturing organizations or their sub-units (number of workers 250 or more).
« Large service organizations or their sub-units (number of workers 250 or more).
« Small and medium size manufacturing organizations (number of workers 249 or less).
« Small and medium size service organizations (number of workers 249 or less).

« The winning organization for two cycles or more.

* A new category will be introduced in case a certian number of companies from the same industry
participate in the Award. Example: (Architecture, Hospitals, Banks, Information Technology

Companies,.. .etc).,

Participation Requirements

The organizations willing to participate in the Award must fulfill the following requirements:
 Registered at the Ministry of Trade and Industry as a Jordanian entity.
» Have sustained and proved operations over at least the two previous years.

« Have sustained good financial performance.

The following organizations are excluded from participating in the Award:

« Tobacco and alcohol companies.
« Organizations working in the field of military equipment and products.

« Charitable, religious and non-for profit organizations.
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Participation Mechanizm

The organization willing to participate in the King Abdullah II Award for Excellence for Private
Sector must fill out and submit the participation form and the attached documents, as per the

requirements below:

1. Fill out the participation form.

2. Attach a chart or diagram that clarifies the organizational structure.

3. If the applying organization is part of a larger organization, an organizational chart must be
attached to clarify the relationship of the sub-unit with the parent organization.

4. Attach a copy of the organization’s registration certificate.

5. Summary of the main financial statements (Balance Sheet, Income Statement, Cash Flow
Statement) for the last three years.

6. Participation fees to be paid after receiving the acceptance of participation letter from the
Center.

7. The organization starts preparing the participation report to submit it with the required

documents to the Center according to the deadline.

Participation fees

Category Fees (JOD)

Large Manufacturing Organizations or their sub-units 1500
Large Service Organizations or their sub-units 1500
Small and Medium Size Manufacturing Organizations 750
Small and Medium Size Service Organizations 750
Award Winning organizations for Two Cycles or More 1500
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Motivations to Participate in the Award

« Participating in the Award helps the organization to measure its performance according to the
Award Criteria.

« Adopting the excellence criteria and the International best practice, helps in developing the
internal systems and in the self assessment process which aims to determining the strengths and
areas for improvement for the organization.

« Inspiring and motivating employees to exert their efforts and exploit their full potential to
achieve the Award.

« Showing the best achievements thus Improving the reputation of the organization in front of
the customers and stakeholders.

« Strengthening the brand of the organization and its market value.

« Obtaining an assessment report about its performance including the most important strengths
and areas for improvement which helps the organization in adopting the Award criteria in the
examination and development of its systems and performance.

« In each Award category, there is only one winning organization that receives the Award, while

the competitors who do not achieve the Award receive the “Seal of Excellence”.

King Abdullah Il Center for Excellence honors the right of the organizations not willing to declare

their participation in the Award in case of not achieving the Award.

Achieving the Award Rewards

1. Winning the King Abdullah II Award for Excellence for Private Sector is considered a major
achievement for the winning organization, and a recognition of its effective and efficient
performance, in addition to considering the winning organization as a role model.

2.The Awards are presented at a big ceremony held under the Royal Patronage, where the winning
organizations receive a certificate of appreciation, and the trophy of the King Abdullah II Award
for Excellence for Private Sector, which is considered an incentive and an honor for the winning
organization.

3. The winning organization may use the Award’s logo — set by the Center — on its publications,
documents, and websites and media campaigns till the announcement of the next cycle's result.
4. The King Abdullah IT Center for Excellence publishes the success stories of the winning
organization on the websites of both the Center and the Award with the aim of sharing the winning
organizations' knowledge, promoting the Award’s benefits and publicizing their achievement.
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5. The winning organizations present their success stories and share them with other organizations
through the Award related training courses, awareness sessions, and relevant conferences. The
winning organization may also preserve the confidentiality of information they do not want to
publicize.

6. The winning organization receives differential treatment from the Jordan Institution of Standards and
Metrology, Jordan Customs Department, Investment Commission, Government Tenders Directorate,
General Supplies Department, Companies Control Department, summarized as follows:

RGN
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A. Jordan Institution of Standards and Metrology

« Shortening the process of granting the Jordanian Quality Mark to the winning organization’s
products, so that a product is checked only against the Quality Mark requirements for products
and shortening the auditing process of quality systems.

« Speeding the process of granting compliance certificates to the winning organization’s
products to be exported.

« Placing the winning organization on the Golden List of Jordanian companies, consequently
lessening the number of inspections conducted on sites as part of the regular inspection process
carried out on factories.

« Placing the winning organization on the list of suppliers approved by the Jordan Institution of
Standards and Metrology (services and products) and granting it differential treatment by the
Institutions’ tenders and purchases committees when their products are compliant with the
required standards.

« Considering the winning organization a main partner of the Jordan Institution of Standards and
Metrology and granting it the advantage of participating in all its activities and technical committees,
as well as involving it in policy-making and procedures pertinent to the Institution’s work.

« Awarding the winning industrial organization the advantage of participating in international
technical standards committees under the umbrella of the Institution.

« Giving the winning organization priority when requesting calibrations for measurement
equipment in their sites and speeding these processes.

« Directly informing the winning organization of developments and amendments that occur to
instructions, standards, technical principles and procedures related to the nature of its products
and services.

o Communicating with similar organizations in Arab and foreign countries, with which the
Institution of Standards and Metrology had signed cooperation agreements and memorandums
of understanding, to grant the winning organization differential treatment as its products enter
those countries.

« Considering the winning organization’s imports as Green Line items within the risk based

inspection instructions.
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B. Jordan Customs Department Bt _,;H a ol
Jordan Customs

« Adding the winning organization to the Golden List provided that the organization complies
with standards adopted by the Jordan Customs Department.

« Increasing the winning organization chances of securing the Green Line or Yellow Line at all
Customs centers provided that the organization complies with standards adopted by the Jordan
Customs Department.

« Inviting the winning organizations in the sixth cycle and the coming cycles to join the Golden
List Program, which is applied at the Department, to benefit from the facilities given to the
companies listed in the Golden List Program according to the criteria and standards of Jordan

Customs Department.

C. Investment Commission

» 35% discount of exhibitions and promotional activities participation fees that are organized

D.G t Tenders D t t : FH- y
overnment Tenders Departmen ‘_\; M

by Investment Commission outside Jordan.

» 25% discount of participation fees in seminars and workshops.

« Granting engineering offices the winning organization (5) additional points to the technical

assessment of tenders they participate in valid for one cycle from the date of winning it.

E. General Supplies Department dotell pilolll o1 lmi

3

« In tenders' evaluated based on marks, the bidder who wins the Award gets five additional
marks to the total marks deserved as a result of the technical evaluation. To get this benefit "the
Award winning bidder has to submit a certificate proving receiving the Award and to be valid

when displayed"
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« Provides VIP service to the winning organizations when they visit the Department to get any
service, where the service will be provided immediately and in a private office.

« Provide awareness lectures to the head of winning organizations about companies' law and the
working procedures by specialized experts in the Department.

» Provide consultancy for the winning organizations about the Department's website to get the

maximum benefit possible.

Assessment Process
« The participating organization answers the Award’s criteria and submits the Participation
report, along with the supporting documents, to the Center.
« The participating organization prepares a presentation to explain its key business factors to the
assessors, including the nature of its work, customers, stakeholders and any other issues the
organization wants to present.
« Each member of the assessment team studies the organization’s report separately. Each
member then submits an independent report about each organization, which includes the
strengths, areas for improvement, and matters to be double-checked during the site visit.
» The assessment team gets together to reach a common understanding about the status of the
organization. A consensus report is then prepared indicating the strengths, areas for
improvement opportunities, and matters to be double-checked during the site visit.
« The Center arranges for a 4 - 2 days site visit to the organization in order for assessors to verify
what was stated in the Participation report, as well as to formulate a clearer and more
comprehensive picture about it.
« Following the site visit, the team prepares the final report about the organization, basically
determining the strengths and areas for improvement and highlighting the assessment results
and points, then deliver it to the team leader for review and send back to assessors for correction
if needed.
« The Center forms a specialized jury that includes members from all sectors and experts in the
field of Excellence Awards and the members of the Arab Excellence awards in order to discuss
the final assessment reports and results and conduct meetings with assessors to identify the main
strengths and areas for improvements and to justify the scores given by assessors. Then the jury
approves the scores or recommends amendments in cooperation with assessors to ensure equity
among organizations and to ensure that the assessment reference (criteria) used is the same for

all organizations as the jury goes through all organizations results in all categories.
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o It is important to say that the Center has no role in Jury work, as the Jury approve the results
and submit it to the Center which only gathers the scores from all team leaders.

« The Center forms a quality assurance committee to read the assessment reports technically to
ensure the highest level of quality.

« Scores are raised to the Board of Trustees (BoT) with fake names based on directions of HRH
Prince Feisal Bin Al-Hussein to ensure integrity and justice and to avoid pressure that might
affect the results. Then the results are approved by the BoT. This is the same methodology
adopted by the EFQM and the other regional and international awards.

« Following the announcement of the results, each Award participant receives an assessment
report based on the Award criteria clarifying its strengths and areas for improvement in order to

continue improving its performance.
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Instructions for Participation Report Preparation

General Format Requirements

. The Participation report may be written in Arabic or English.

. Paper size: standard A4 size (210 x 297 mm).

. Font size: 12 for either Arabic or English.

. Font style: “Simplified Arabic” for Arabic typing and “Times New Roman” for English typing.
. In all attachments (graphs, tables, etc.) the same font must be used as in the original text.

. Line spacing: single space.

. The pages must be arranged in “Portrait” orientation.

. In the case of Arabic typing, the number of lines per page must not exceed 30.
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. In the case of English typing, the number of lines per page must not exceed 45.

10. The margin must not be less than (1) inch from the top and bottom and (1.25) inch from the
left and right.

11. Report pages must be numbered.

12. Answers must be numbered according to the main criteria and the sub-criteria.

13. All components of the Report must be securely combined to prevent separation during
handling.

14. The cover page must include the name of the applicant organization, its logo in English or
Arabic, the date of Participation report submission, the name of the Award and its cycle, “King
Abdullah IT Award for Excellence for the Private Sector - Ninth Cycle (2016/2017)”.

15. Applicant organization provides the Center with three separated hardcopies of the

Participation report and attachments and one (CD) copy.

General Instructions and Guidelines

1. It is preferred that the participating organization prepares the Participation report through a
team of its employees and for this team to study well the contents of the guideline.

2. The Award aims to provide a comprehensive assessment report about the participating
organization so that the organization will be able to highlight its strengths and focus on the areas
for improvement. Therefore, the answers must be accurate and truthful; otherwise the assessment
report will yield weak content.

3. The information in the Participation report must be clear and accurate, in addition to providing
realistic evidences and practical examples as well as recent statistics and supporting documents.
4. Number of the participation report papers are (35) and the printing must be on two sides where
the total will be (70) pages, and for attachments including tables, graphs, lists and photos, the

number of pages is (75) individual pages.
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5. Due to the specified number of pages for answers and attachments, the participating
organization should prioritize and focus on the most important points while avoiding long and
general answers.

6. The participating organization should begin the Participation report with an overview of the
organization that includes information about the organization, its products/services, its
organizational structure, programs, objectives, philosophy, markets, customers, suppliers, and
main competitors, as well as the legislations and laws that govern the work of the organization (the
number of pages for the overview must not exceed three pages).

7. Under each of the nine main criteria, there are several sub-criteria, each of which includes a
number of items. The participating organization must respond to all these items when writing the
participation report.

8. The participating organization must prepare documents, records, lists, diagrams that support the
information stated in the Participation report and attach them to the Report.

9. With regard to the attachments, the organization may attach a maximum of two documents in
one page while maintaining the need for clarity.

10. The participating organization can mention in the list of additional attachments the availability
of additional information if it was not able to attach them to the participation report.

11. The participating organization must provide a venue for the assessment team upon their visit
to the organization and must make the required documents available at that venue. The team may
request any other documents deemed necessary.

12. The assessors team are entitled to verify the information stated in the Participation report
during the site visit.

13. Members of the assessment team may request to interview employees as stated on the site
visit’s agenda as well as any employee deemed necessary to interview by the assessors during the
assessment process.

14. The Center coordinates with the participating organization’s liaison officer in order to set the
days of the site visit by the assessors' team.

15. The pages of the cover, the list of contents, the organizational structure, the overview of the
organization, the glossary of terms and abbreviations and the additional list of attachments are not
counted as part of the Report.

16. All information received by the King Abdullah II Center for Excellence shall be handled with
confidentiality, inclusive of the Participation report, all documents submitted by the organization,
and all information viewed during the site visit. This information shall not be used except by the
assessment team and the Center’s management for assessment purposes only and shall be handled

with the utmost care and attention.
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Glossary

Agility: The organization's ability to rapidly and efficiently adapt to changes.

Approach: The overall way by which something is made to happen; an approach comprises of
processes and structured actions within a framework of principles and policies.

Benchmarking: A systematic comparison of approaches with other relevant organizations that
gains insights that will help the organization to take action to improve its performance.

Business Model: The elements of the business that create and deliver value; these elements
normally include the value proposition, the profit formula, key resources and key processes of the
organization.

Business Stakeholders: These are the people who provide funding for the organization; the
people who the Management Team ultimately report to. In companies, this could be the owners,
shareholders or investors. In the public sector, this could be the government, ministers or
politicians.

Capabilities: The quality of being able to turn capacity (see below) into action and results by
accessing relevant knowledge, competence, expertise, resources and processes.

Capacities: A measurement of what can theoretically be achieved, usually expressed in terms of
size, volume or number. In organizations, this often refers to what the theoretical maximum output
is compared to what the actual output is, with the result being expressed as a percentage.
Comparisons: Data used to compare the performance of one organization or process with another.
Continual Improvement: The on-going improvement of processes that lead to achievement of
higher levels of performance through incremental change.

Core Competence: A well performed internal activity or capability that is central to the
organization’s competitiveness, profitability or efficiency.

Creativity: The generation of ideas for new or improved products, services, processes, systems or
social interactions.

Culture: The specific collection of Values and Norms that are shared by people and groups in an
organization that control the way they interact with each other and with stakeholders outside the
organization.

Customer: The recipient of products or services provided by the organization.

Diversity: The extent to which the people within the organization recognise, appreciate and
utilise, the characteristics that make individuals unique. Diversity can relate to age, race, ethnicity,
gender, beliefs, physical abilities & sexual orientation.

Employability: A person's capability for gaining and maintaining employment. The meaning can
be different depending on the perspective taken. For the individual, this could mean stability or

mobility. For the organization, it could mean flexibility.
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Empowerment: The process by which individuals or teams are able to take decision making
responsibilities, and operate with a degree of autonomy in their actions.

Equal opportunity: The practice of ensuring that all people receive fair and equal treatment
regardless of gender, age, race, nationality, religion, disability or sexual orientation.
Fundamental Concepts of Excellence: The set of key and proven principles upon which the
EFQM Excellence Model framework is based.

Good/best practice: Superior approaches, policies, processes or methods that lead to exceptional
achievement. Since it is difficult to find out what is best, the term “good practice” is preferred by
most organizations. Ways to find good practice outside the organization can include benchmarking
and external learning.

Innovation: The practical translation of ideas into new products, services, processes, systems or
social interactions.

Intellectual Capital: The value of an organization that is not captured in its traditional financial
accounts. It represents the intangible assets of an organization and is often the difference between
market and book value.

Key Processes: The processes that are of most important for delivering the strategy and driving
the value chain of the organization.

Knowledge: Knowledge is expertise and skills acquired by a person through experience and
education, involving the theoretical and/or practical understanding of a subject. While data are
raw facts and information is data with context and perspective, knowledge is information with
guidance/ability for action.

Leaders: The people who coordinate and balance the interests and activities of all who have a
stake in the organization.

Management System: The framework of processes, related performance/result indicators and
process management and improvement systems used to ensure that the organization can fulfil its
Mission and Vision.

Mission: A statement that describes the purpose or “raison d’étre” of an organization, confirmed
by its stakeholders.

Mobility: The willingness and capability of people to change their job or the working location.
Organizational Agility: The ability to respond and adapt, in a timely way, to an emerging threat

or opportunity.
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Organizational Capability: Refers to the ability and capacity of the organization to achieve
specific goals. The organization can enhance this capability, for example, through external
partnerships or internal learning & development.

Partner: An external party the organization strategically chooses to work with, to achieve
common objectives and sustained mutual benefit.

Partnership: A durable working relationship between the organization and partners, creating and
sharing added value for both parties. Partnerships can be formed e.g. with suppliers, distributors,
educational bodies or customers. Strategic partnerships support the strategic objectives of the
organization in a particular way.

People: All individuals employed by the organization (full time, part-time, including volunteers),
including leaders at all levels.

Perception: The opinion stakeholders have of the organization.

Process: A set of activities that interact with one another because the output from one activity
becomes the input for another activity. Processes add value by transforming inputs into outputs,
using resources.

Products: Commercially distributed goods as a result of a fabrication, manufacturing, or
production process that passes through a distribution channel before being consumed or used. In a
broad sense, products include a wide range of goods, from commodities to complex installations
such as facilities, plants or factories.

Purpose Statement: Used by some organizations instead of either the Mission and / or Vision
statements.

Society: The social infrastructure outside the organization that can be affected by the organization.
Stakeholder: Person, group or organization that has a direct or indirect stake or interest in the
organization because it can either affect the organization or be affected by it. Examples of external
stakeholders are owners (shareholders), customers, suppliers, partners, government agencies and
representatives of the community or the society. Examples for internal stakeholders are people or
groups of people. (See also Business Stakeholders above).

Strategy: A high level plan describing the tactics by which an organization intends to achieve its
Mission and Vision, that are subsequently translated into aligned strategic goals and objectives
reflecting what the organization has to do.

Value Proposition: The differentiating value the organization’s products and services offer to

customers.
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« Values: Operating philosophies or principles that guide an organization’s internal conduct as well
as its relationship with the external world. Values provide guidance for people on what is good or
desirable and what is not. They exert major influence on the behaviour of individuals and teams
and serve as broad guidelines in all situations.

. Vision: Description of what the organization is attempting to achieve in the long-term future. It is
intended to serve as a clear guide for choosing current and future courses of action and, along with

the Mission, it is the basis for strategies and policies.

Reference:

European Excellence Model (2013) - European Foundation for Quality Management (EFQM)
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