Washington State Self Assessment 

Agency Self Assessment 

Glossary of Terms


· Anecdotal feedback includes comments, phone calls, letters and other qualitative information received about services, when the feedback is not part of a systematic process for recording, collecting, analyzing and interpreting data 
· Baseline Data is the “beginning-state” measure of performance. It is used as a point of departure, against which the agency can measure its progress, to determine if whatever is being measured has gotten worse, better or stayed the same. 

· Benchmark – a benchmark is the measure of performance considered to be the “best in the industry,” or the best in the process being measured.  A benchmark establishes a standard against which an agency can measure itself.
· Best Practices are those business practices that are the most likely to yield the desired results.  “Doing best practices” refers to borrowing shamelessly from the best you can find (internal or external) to speed implementation of improvements

· Customers are the people who receive the direct output from the process. Could be internal people in your organization or external.
· Customer Service Standards are the expectations that your customers have of your services and products. The expectations are then translated into measures for your organization to measure itself against. For example, timeliness, accuracy, etc. Some standards may be regulatory in nature and set by statute – others may be qualitative and determined by the customer.
· Deployment is the process of bringing staff and others “down the chain of command” on board and sharing the information or approach to be used
· Key business processes are those business processes which are essential to the business of the agency – ex, processing vouchers is a ‘key process’ for a payroll office; recruitment is a key process for an employee services office.
· Output Measures are “bean count” or workload measures, measures of the number of items done – ex: number of site visits conducted or number of vouchers processed

· Outcome Measures are measures of the impact of the services provided, generally from the perspective of the customer – ex: customer wait time time, percentage of days that the air quality was high, or percentage of students passing the WASL.

· Partners – are people who work with the people who do the process to accomplish a mutually beneficial outcome.
· Stakeholders are “other interested parties,” people who may or may note receive the output of the process, but “have a say” in the work we do or how we do it. 
· Suppliers are people who provide input (materials, equipment, direction, information, etc.) to a process.
· Targets are the measurable dimensions of a goal, reflecting the performance level that the process owner would like to achieve by a specific date.  They could include deadlines, quantities, percentages, or other measures consistent with the performance measure itself
· Trend Data is data that is collected and charted over time to determine if there is consistent movement in either a positive or negative direction. 
· Rating Levels:  

Level 1 indicates that the organization has not engaged in the practice yet. Anecdotal data is strong.  The organization may be thinking of starting to perform the item.

Level 2 that the organization is beginning to engage in the practice.  Just starting to survey customers, collect data, starting a strategic plan, etc.  The practice is in its infancy stage and tried only 1-2 times.

Level 3 is meeting minimum standards.  Complying with customer standards; complying with the baseline for a strategic plan in the budget; etc.

Level 4 indicates that the organization is practicing the essence of the item and category with moderate success.  

Level 5 has stable processes with trend results. To achieve this level, organizations must be practicing the items for a period of time – enough time to have clear plans, processes, and systemic data to show results.

Level 6 is sustained results in every item.  Processes and results in this level are considered role models for other organizations to benchmark off of and emulate.  

Level 7 is considered world-class excellence.  Very difficult to achieve and maintain a level 7 in the items and categories.  This is considered the vision-achieving level.
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