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12. Quality documentation not kept up-to-date.

1. Inconsistent work effort across departments.

Rate the following statements and then select those issues for action planning purposes.
Consistently characteristic: the statement is consistently characteristic of how the organisation works. 
Occasionally characteristic: the statement is occasionally characteristic of how the organisation works.
Not characteristic: the statement is not characteristic of how the organisation works. CC OC NC

2. Equipment that is poorly maintained.

3. Quality control procedures that deliver inconsistent results.

4. Lack of willingness among people to stick to agreed quality procedures.

5. Maintenance of equipment takes too long.

6. People not held responsible for work that falls short of acceptable standards.

7. Managers/supervisors allowing substandard work without comment.

8. Lack of discussion about work standards among teams.

9. No specific quality improvement targets being set for staff.

10. Inconsistent work output among team members.

11. Managers/supervisors relying too much on particular individuals to produce results.

13. A lack of sufficient documentation about work procedures and systems.

14. Physical resources, eg accommodation, airconditioning, equipment, tools, limit staff performance.
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1. Identify those statements listed by individuals as consistently characteristic.
2. Rank them in priority order on the basis of the level of impact they have on how well 

people work.
3. Agree on the major priorities. Try for a limit of three or four priorities.
4. Possible actions.
Consider responses to the issues identified in the analysis. The following are examples 
you might investigate:
• Review the effectiveness of quality assurance procedures.
• Ensure quality manuals and standards are maintained on a regular basis.
• Check the regularity of quality audits.
• Audit quality training to examine the response and understanding of target audiences 

in the work environment.
• Establish whether staff have a consistent understanding of performance standards.
• Establish procedures that ensure operational staff have a role in reviewing 

performance standards.
• Ensure that the status of physical resources is regularly reviewed.
• Check the extent of understanding people have about business unit/divisional goals.
5. Specify the actions requiring immediate attention:
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