


QUESTIONNAIRE ON LQMM CHAPTERS 

FOREWORD

Dear colleagues,

This questionnaire is based on the Common Assessment Framework of the European Union and the Lebanese Quality Management Model (LQMM).

Please answer the questionnaire anonymously, to help identify the strong issues of your Public Sector unit as well as identify areas for future improvement.

Two facilitators will help you to fill in the questionnaires by answering your questions,

A project team selected from your Agency will process these questionnaires and will identify the Areas for improvement (most answers include 0,1,2)

Or Strengths (most answers include 3,4,5)

LEGEND OF SCORING METHOD 

0= NOT AT ALL

1=VERY LITTLE

2= A LITTLE

3= SATISFACTORY

4= VERY MUCH

5= ABSOLUTELY 

CHAPTER 1.1 PLANNING FOR THE FUTURE 

	1
	
	The stakeholders and all parties involved in the operations of this Agency are identified and well known 
	0

1

2

3

4

5


	

	2
	
	Information concerning the needs and expectations of the stakeholders of this Public Agency are collected and carefully analyzed 
	0

1

2

3

4

5


	

	3
	
	Internal performance indicators of this Agency are collected and analyzed systematically
	0

1

2

3

4

5


	

	4
	
	Measurement monitoring and performance appraisal are systematically applied in this Agency
	0

1

2

3

4

5


	

	5
	
	The function of this Agency is monitored or reviewed based on risks competitive advantages and opportunities as well as on recognition and monitoring of the critical success factors of its operation 
	0

1

2

3

4

5


	

	6
	
	There is a balance of the resources used for short term or long term objectives of this Public Agency
	0

1

2

3

4

5


	

	7
	
	Core competencies and critical success factors are recognized and proper action is taken in order to obtain them 
	0

1

2

3

4

5


	

	8
	
	Strategic and operational objectives are implemented following systematic planning and delegation of duties. 
	0

1

2

3

4

5


	

	9
	
	The planning of this Agency is performed by considering the needs and expectations of it’s stakeholders  
	0

1

2

3

4

5


	

	10
	
	A culture based on innovation, training, comparative benchmarking and systematic strategy formulation is inherent into our organization
	0

1

2

3

4

5


	

	11
	
	Certifications, Awards and Excellence Models are systematically sought after 
	0

1

2

3

4

5


	

	12
	
	Innovation and change are systematically managed  
	0

1

2

3

4

5


	

	


CHAPTER 1.2 MANAGING VALUABLE RESOURCES 

	1
	
	The importance of cooperation with Strategic partners (suppliers, Public Organizations, supervising authorities etc) is recognized 
	0

1

2

3

4

5


	0

1

2

3

4

5



	2
	
	The results of this cooperation are systematically monitored, assessed and reviewed
	0

1

2

3

4

5


	0

1

2

3

4

5



	3
	
	Specialized or common projects with other Public Sector organizations are introduced   
	0

1

2

3

4

5


	0

1

2

3

4

5



	4
	
	Obligations, duties and outcomes of partnerships and cooperation with other stakeholders are clearly identified 
	0

1

2

3

4

5


	0

1

2

3

4

5



	5
	
	This Agency encourages active and organized participation of the citizens (advisory bodies, surveys, etc) in its function 
	0

1

2

3

4

5


	0

1

2

3

4

5



	6
	
	This Agency is open to suggestions or complaints by the citizens or Public Interest groups by means of surveys, interviews etc
	0

1

2

3

4

5


	0

1

2

3

4

5



	

	7
	
	The citizens are systematically informed on issues of interest of this Agency
	0

1

2

3

4

5


	

	8
	
	This Agency ensures transparent operation by publicizing reports and bulletins, through the internet etc
	0

1

2

3

4

5


	

	9
	
	There is a link between financial resources and Strategic objectives
	0

1

2

3

4

5


	

	10
	
	Buildings and equipment are systematically maintained and managed to ensure maximum performance 
	0

1

2

3

4

5


	

	11
	
	The operating costs in order to deliver services to the citizens are systematically reviewed
	0

1

2

3

4

5


	

	12
	
	All cost related decisions are analyzed under the logic 

of cost and benefit 
	0

1

2

3

4

5


	

	13
	
	Innovative or approved financial management systems and tools (budget, investment appraisal systems, travel expenses etc) are introduced and used in order to manage financial resources  
	0

1

2

3

4

5


	

	14
	
	Local Financial management is decentralized to this unit subject of course to a centralized control of expenses 
	0

1

2

3

4

5


	

	15
	
	Any adverse effects on the environment or Health and Safety are systematically prevented and managed
	0

1

2

3

4

5


	

	16
	
	The use of new technologies or electronic systems is encouraged and applied systematically
	0

1

2

3

4

5


	

	17
	
	Knowledge is managed systematically and access to it is facilitated through correct structuring and security of information 
	0

1

2

3

4

5


	

	18
	
	Risks are systematically monitored and analyzed. Proper action is scheduled in order to avoid or minimize risks
	0

1

2

3

4

5


	

	

	19
	
	Environmental issues are addressed through the proper use of technology and contemporary methods (eg conservation of energy, minimizing waste and emissions, encourage recycling, minimize the use of paper etc) 
	0

1

2

3

4

5


	

	20
	
	Emerging or existing Technology is systematically applied in order to simplify and facilitate this Agency’s operation (internet, intranet, teleconferencing, storage of information to the Cloud, organized data bases etc)


	0

1

2

3

4

5


	

	21
	
	Knowledge and experience are securely stored and preserved in data bases
	0

1

2

3

4

5


	

	22
	
	Knowledge and experience are ensured to remain in this Agency even if an employee terminates his (her) service  
	0

1

2

3

4

5


	

	23
	
	There is a fully documented policy and performance measurement system for the management of Buildings and equipment
	0

1

2

3

4

5


	

	24
	
	A healthy and satisfactory working environment is ensured to facilitate effective operation and maximize the use of buildings and equipment  
	0

1

2

3

4

5


	

	


CHAPTER 2.1 LEADERSHIP 
	1
	
	Leadership of this Public Agency has identified the Mission with the participation of other stakeholders as well as its employees 
	0
1
2
3

4

5


	3
4
5
3

4

5


	0

1

2

3

4

5



	2
	
	Leadership identified objectives and operational targets 


	0

1

2

3

4

5


	0

1

2

3

4

5
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	3
	
	A code of ethical behavior is available 
	0


	1


	2
	3
	4
	5
	

	4
	
	Leadership of this Public Agency ensures communication and trust between the various stakeholders in order to identify Vision, values objectives and targets   
	0

1

2

3

4

5


	1


	2
	3
	4
	5
	

	5
	
	Leadership identifies priorities for improvement clearly
	0

1

2

3

4

5


	

	6
	
	Leadership stimulates and encourages improvements
	0

1

2

3

4

5


	

	

	7
	
	Leadership ensures that processes support the Strategic objectives and targets
	0

1

2

3

4

5


	0

1

2

3

4

5



	8
	
	Leadership ensures that proper measurements are used to ensure the success of the objectives
	0

1

2

3

4

5


	0

1

2

3

4

5



	9
	
	Leadership cultivates relations with other Public Organizations, Non Governmental Organizations (NGO), related Business, and Civilians 
	0

1

2

3

4

5


	0

1

2

3

4

5



	10
	
	Leadership facilitates the participation of other interested organizations to the function of this Agency and especially to the identification of objectives and targets
	0

1

2

3

4

5

	0

1

2

3

4

5



	11
	
	Public servants participate in professional organizations, conferences, and action groups
	0

1

2

3

4

5


	0

1

2

3

4

5



	12
	
	Leadership supports environmental management and sustainable development
	0

1

2

3

4

5


	0

1

2

3

4

5



	

	  13
	
	Leadership drives this organization towards external certifications sa ISO 9001, ISO 14001, LEA etc 
	0

1

2

3

4

5


	

	14
	
	Leadership supports motivates and recognizes employees to help them innovate and achieve their objectives and targets


	0

1

2

3

4

5


	

	15
	
	Personal initiatives and team work are recognized and supported
	0

1

2

3

4

5


	

	16
	
	The employees are properly informed for important issues of this Agency
	0

1

2

3

4

5


	

	17
	
	Innovation and improvement ideas are encouraged and recognized
	0

1

2

3

4

5


	0

1

2

3

4

5



	18
	
	Leadership supports systematically training and education of the employees 
	0

1

2

3

4

5


	0

1

2

3

4

5



	19
	
	Leadership supports work life balance and the expectations/ needs of the employees
	0

1

2

3

4

5


	0

1

2

3

4

5



	20
	
	Leadership has identified a process management system that can deliver the expectations and objectives of this Agency and its stakeholders  
	0

1

2

3

4

5


	0

1

2

3

4

5



	21
	
	Leadership identifies and communicates to the personnel the need for change or reorganization 
	0

1

2

3

4

5


	0

1

2

3

4

5



	22
	
	Leadership introduces and supports Information and Communication systems that facilitate supervision, evaluation and review of our function 
	0

1

2

3

4

5


	0

1

2

3

4

5



	23
	
	
	0

1

2

3

4

5


	0

1

2

3

4

5




CHAPTER 2.2 PLANNING FOR THE HUMAN CAPITAL 

	1
	
	Present and future needs for Human resources are carefully analyzed taking into consideration the needs and expectations of the stakeholders
	0

1

2

3

4

5


	0

1

2

3

4

5



	2
	
	The development of the Human Capital reflects the Strategy and mission of this Agency 
	0

1

2

3

4

5


	0

1

2

3

4

5



	3
	
	There are objective criteria used to manage people (promotions, hires, and rewards). These criteria are linked to the duties of the people
	0

1

2

3

4

5


	0

1

2

3

4

5



	4
	
	Transparency and fairness are ensured regarding the employment terms 
	0

1

2

3

4

5


	0

1

2

3

4

5



	5
	
	
	0

1

2

3

4

5


	0

1

2

3

4

5




 CHAPTER 2.3 DEVELOPMENT AND MOTIVATION OF HUMAN RESOURCES 
	1
	
	Training and development are carefully planned to ensure that the people’s potential is focused on the present and future needs of this Agency
	0

1

2

3

4

5


	

	2
	
	Teamwork and initiative are encouraged 
	0

1

2

3

4

5


	

	3
	
	Individual and team objectives are aligned to the Agency’s and Public Sector objectives
	0

1

2

3

4

5


	

	4
	
	Participation of the employees in improvement activities is encouraged (projects, decisions, innovative thinking) 
	0

1

2

3

4

5


	

	5
	
	People are appraised, recognized and empowered to improve their performance 
	0

1

2

3

4

5

0


	

	6
	
	Internal communication is systematic and extensive 
	0

1

2

3

4

5


	

	7
	
	Awareness of legal issues, health safety, environmental and social responsibility is recognized
	0

1

2

3

4

5


	

	8
	
	People diversities are recognized and taken into account so that skills are effectively used
	0

1

2

3

4

5


	

	9
	
	Proper training and educational actions are taken and monitored in order to develop people’s competencies in favor of the Agencie’s mission and objectives
	0

1

2

3

4

5


	

	10
	
	Mentoring and support to the new employees by the most senior ones is exercised systematically 
	0

1

2

3

4

5


	

	11
	
	Contribution of ideas and effective use of experience is encouraged and recognized
	0

1

2

3

4

5


	

	12
	
	People opinion surveys are carried on systematically 
	0

1

2

3

4

5


	

	13
	
	Regular meetings of the Leadership with Unions are carried out in order to improve the function of the Public sector  
	0

1

2

3

4

5


	

	14
	
	
	0

1

2

3

4

5


	


CHAPTER 3.1 MANAGEMENT OF PROCESSES 
	1
	
	Key operating processes are systematically documented, coded, monitored, analyzed and improved in order to deliver the Strategy
	0

1

2

3

4

5


	

	2
	
	Ownership of functions and processes is clearly defined
	0

1

2

3

4

5


	

	3
	
	Processes are reviewed systematically based on their objective performance measured through proper indicators
	0

1

2

3

4

5


	

	4
	
	Process management systems are used in order to control and maximize process performance as are the LQMM,  ISO 9001, Six Sigma and others
	0

1

2

3

4

5


	

	5
	
	Opportunities for improvement are identified and used to initiate improvement projects 
	0

1

2

3

4

5


	

	6
	
	The creative and innovative initiatives of employees, citizens, or partners are facilitated and encouraged
	0

1

2

3

4

5


	

	
	
	CHAPTER 3.2 PRODUCTION AND DELIVERY OF PRODUCTS/ SERVICES
	0

1

2

3

4

5


	

	7
	
	Regulatory issues are properly coded and organized so as they are accessible and usable
	0

1

2

3

4

5


	

	8
	
	“One stop” services are introduced to improve the operation of this Public Agency 
	0

1

2

3

4

5


	

	9
	
	Resources are distributed based on the contribution of each function to the fulfillment of the mission 
	0

1

2

3

4

5


	

	10
	
	Citizens participate in the design or improvement of the service provision  
	0

1

2

3

4

5


	


   CHAPTER 3.2 FOCUS ON CUSTOMER CARE –“DELIGHTING CUSTOMERS”
	1
	
	Legal issues governing the operation of this Agency are known to the citizens
	0

1

2

3

4

5


	

	2
	
	Proper communication of information is ensured in order to support and assist the citizens 
	0

1

2

3

4

5


	

	3
	
	Our services are easily accessible to the citizens through multiple means s.a. intranet, flexible working hours etc  
	0

1

2

3

4

5


	

	4
	
	Surveys, questionnaires, focus groups, etc are used to determine the needs and expectations of the citizens and other stakeholders  
	0

1

2

3

4

5


	

	5
	
	An effective complaint management system is in operation 
	0

1

2

3

4

5


	

	6
	
	Innovative approaches from other successful Public organizations are capitalized on, in order to improve the efficiency of this Public Agency
	0

1

2

3

4

5


	

	7
	
	The resources allocated for the design and implementation of innovative approaches are adequate 
	0

1

2

3

4

5


	

	8
	
	The factors that are an obstacle to the adoption of innovation are identified and analyzed


	0

1

2

3

4

5


	

	9
	
	
	0

1

2

3

4

5


	


CHAPTER 4.1 CUSTOMER OUTCOMES 
	1
	
	The services to the citizens are just and friendly
	0

1

2

3

4

5


	

	2
	
	This Agency is flexible in order to service the citizens
	0

1

2

3

4

5


	

	3
	
	This Agency is working preventively in order to satisfy citizen expectations 
	0

1

2

3

4

5


	

	4
	
	This Agency is easy to access by the citizens (parking space, buildings, waiting areas, access to persons of special needs etc) 
	0

1

2

3

4

5


	

	5
	
	Alternative methods are provided to the citizens in order to communicate with this Agency (eg one stop service or intranet )
	0

1

2

3

4

5


	

	6
	
	The information provided to the citizens is considered as up to date and accurate 
	0

1

2

3

4

5


	

	7
	
	We use many indicators to measure our image to the citizens (level of satisfaction from our services, level of trust to our services, waiting time, time to complete one case, quality of communication, etc)
	0

1

2

3

4

5


	

	8
	
	The participation of other stakeholders to our function (citizens, other Public Agencies, partners, suppliers) is at a satisfactory level
	0

1

2

3

4

5


	

	9
	
	There are accurate measurements retained regarding the capitalization of citizen suggestions by our Agency
	0

1

2

3

4

5


	

	10
	
	The availability and punctuality of the information provided by this agency is satisfactory
	0

1

2

3

4

5


	

	11
	
	We use proper indicators to measure the effectiveness of new and innovative approaches for the support of the citizens 
	0

1

2

3

4

5


	

	12
	
	Faults, and failures are accurately measured in order to help improve performance or initiate corrective action  
	0

1

2

3

4

5


	

	


CHAPTER 4.2 HUMAN CAPITAL OUTCOMES 
	1
	
	The relations of this Agency with the citizens is satisfactory 
	0

1

2

3

4

5


	

	2
	
	The employees are fully aware of the objectives of this Agency  


	0

1

2

3

4

5


	

	3
	
	The distribution of duties among the employees is just and satisfactory 
	0

1

2

3

4

5


	

	4
	
	The management of this Agency is satisfactory
	0

1

2

3

4

5


	

	5
	
	The personal or team efforts of the employees are recognized
	0

1

2

3

4

5


	

	6
	
	The internal procedures for communication are satisfactory 
	0

1

2

3

4

5


	

	7
	
	The operating procedures used for our function are efficient 
	0

1

2

3

4

5


	

	8
	
	The management of the effort to innovate and improve is satisfactory 


	0

1

2

3

4

5


	

	9
	
	Our total image and efficiency is satisfactory 
	0

1

2

3

4

5


	

	10
	
	The employees are supported when they have personal problems
	0

1

2

3

4

5


	

	11
	
	The working hours ensure a satisfactory personal life 
	0

1

2

3

4

5


	

	12
	
	A healthy Safe and pleasant working environment is ensured
	0

1

2

3

4

5


	

	13
	
	The employees are treated equally
	0

1

2

3

4

5


	

	14
	
	The employees are motivated by participating in decision making
	0

1

2

3

4

5


	

	15
	
	The existing performance appraisal system is accurate and supports the development and motivation of the employees
	0

1

2

3

4

5


	

	16
	
	The knowledge and competencies of the Human capital are developed to align with the objectives and targets of this Agency 
	0

1

2

3

4

5

0


	

	17
	
	When changes are made they are effective and implemented
	0

1

2

3

4

5


	

	18
	
	Absences are systematically recorded 
	0

1

2

3

4

5


	

	19
	
	Failures of the personnel regarding their duties are observed
	0

1

2

3

4

5


	

	20
	
	The personnel submits complaints for operational issues
	0

1

2

3

4

5


	

	21
	
	The performance of the personnel is measured with accurate indicators
	0

1

2

3

4

5


	

	22
	
	The technology and communication systems used are adequate 
	0

1

2

3

4

5


	

	23
	
	The development of skills among the personnel is systematic
	0

1

2

3

4

5


	

	24
	
	The personnel is responding satisfactorily to the needs 

of the citizens 
	0

1

2

3

4

5


	

	25
	
	The job rotation in our Agency is satisfactory 
	0

1

2

3

4

5


	

	
	
	
	0

1

2

3

4

5


	


CHAPTER 4.3 OPERATIONAL SUCCESS OUTCOMES

	1
	
	Our Agency obtains its objectives and targets 
	0

1

2

3

4

5


	

	2
	
	Based on our accurate measures, our services to the Public are obviously improved
	0

1

2

3

4

5


	

	3
	
	We operate efficiently (with minimum use of resources)


	0

1

2

3

4

5


	

	4
	
	The financial controls and audits exercised on our function are effective 
	0

1

2

3

4

5


	

	5
	
	We compare positively to other similar organizations 
	0

1

2

3

4

5


	

	6
	
	Our function consumes financial resources with efficiency 
	0

1

2

3

4

5


	

	7
	
	The participation of all stakeholders to the decision making process is satisfactory
	0

1

2

3

4

5


	

	8
	
	Our cooperation with other organizations is satisfactory


	0

1

2

3

4

5


	

	9
	
	Our change management and innovation approach are satisfactory
	0

1

2

3

4

5


	

	10
	
	Our new technologies have improved our efficiency and effectiveness 
	0

1

2

3

4

5


	

	11
	
	Our present functions, operations, processes are satisfactory 
	0

1

2

3

4

5


	

	  12
	
	Our budget is managed efficiently
	0

1

2

3

4

5


	

	  13
	
	We greatly rely on our own income for our provided services 


	0

1

2

3

4

5


	

	  14
	
	Our Agency is timely and satisfactorily paying its obligations to the personnel, suppliers, partners etc
	0

1

2

3

4

5


	

	  15
	
	Our resources (funds, buildings, people, equipment, materials) are managed effectively 
	0

1

2

3

4

5


	

	  16
	
	
	0

1

2

3

4

5


	


CHAPTER 4.4 CORPORATE SOCIAL RESPONSIBILITY OUTCOMES
	1
	
	Our function contributes significantly to the quality of life of the citizens and the area in which we operate
	0

1

2

3

4

5


	

	2
	
	Our Public image is positive 
	0

1

2

3

4

5


	

	3
	
	Our communication and cooperation with local social organizations is regular and satisfactory
	0

1

2

3

4

5


	

	4
	
	The changes done in our operations reflect the changes in the Social environment 
	0

1

2

3

4

5


	

	5
	
	We effectively support and facilitate people with special capacities or kinetic problems
	0

1

2

3

4

5


	

	6
	
	We protect the environment systematically (save paper, energy, garbage to landfill, use of alternative energy systems etc )
	0

1

2

3

4

5


	

	7
	
	Our functions are transparent to all stakeholders
	0

1

2

3

4

5


	

	8
	
	The press is favorably commenting on our function 
	0

1

2

3

4

5


	

	9
	
	Our relations with other Agencies is satisfactory
	0

1

2

3

4

5


	

	10
	
	Our management exercises satisfactory efforts to reduce problems of minorities
	0

1

2

3

4

5


	

	11
	
	Our Agency participates in the planning, support and materialization of development initiatives 
	0

1

2

3

4

5


	

	12
	
	The employees are encourage to take part in social issues and be active in social activities 
	0

1

2

3

4

5


	

	13
	
	We exchange learning and experience of our organization with other similar organizations
	0

1

2

3

4

5


	0

1

2

3

4

5



	14
	
	Our Agency acts preventively against risks of Health, and accidents for employees and citizens


	0

1

2

3

4

5


	0

1

2

3

4

5



	15
	
	
	0

1

2

3

4

5


	0

1

2

3

4

5









		1		2		3		4		5














