2005 MQA Consensus Script Worksheet

(Plan on 5-10 minutes to present this information during the consensus meeting!)

	Item Number and Title (from the Criteria):

7.2 Customer-Focused Results

	Summary of Item Criteria (Summarize the key points of the Criteria for the Item. Do not read the Criteria.):

This Item asks for the organization’s key customer-focused results, including customer satisfaction and customer perceived value. Results should be segmented by product and service types and groups, customer groups, and market segments as appropriate. Appropriate comparative data should be included.

	Key Factors for This Item (List the 4-6 most important Key Factors relating to the Item from your Consensus Matrix.):

· Five customer groups (specifically,…)

· Three major market areas (specifically, …)

· Competitive environment: three key competitors, five other competitors

· Fairly accessible comparative/competitive data.

	Summary of Strengths (One sentence for each strength. Indicate how many team members supported the strength.):

Two strengths:

· (7 evaluators) Covers all the customer survey results where current trends are favorable and levels have been better than the top 10% for the past four years. (Figures b through g)

· (8 evaluators) Identifies the favorable trends in figures a and h-j.

	Notable Strengths Not Used (One sentence for each SIGNIFICANT strength you did not use. These might be ones where you debated with yourself whether to include them, or where you had questions about Criteria requirements. DO NOT summarize strengths that are included in other strengths or others where the reason for exclusion is obvious—prescriptive, not required by the Criteria. It is okay not to list anything here.):

None



	Summary of OFIs (One sentence for each OFI. Indicate how many team members supported the OFI.):

Three OFIs:

· (5 evaluators) Refers to all the missing data, including results for dissatisfaction, measure 2 from Figure 6.1-3, etc.
· (4 evaluators) Lack of competitive data for all measures except the survey-generated results.
· (3 evaluators) Lack of segmentation in Figures a, b, and f.

	Notable OFIs Not Used (One sentence for each significant OFI you did not use. These might be ones where you debated with yourself whether to include them, or where you had questions about Criteria requirements. DO NOT summarize OFIs that are included in other OFIs or others where the reason for exclusion is obvious—prescriptive, not required by the Criteria. It is okay not to list anything here.):

None

[Ask around the group for agreement, disagreement, or upgrades. Make note of any changes you need to make to your comments based on this discussion.]

	Site Visit Issues (Highlight any high level issues you have identified. We are NOT writing out site visit issues at this time, we ARE creating notes for ourselves to remember later in the process.):

· Updates to data provided.

· Results gaps: missing data listed in OFI 1, missing comparisons listed in OFI 2, missing segmentation listed in OFI 3.

[NOTE: These same SVIs would probably generically apply to all results Items.]
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