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ASSESSMENT ISSUE 1

HAS THE AGENCY REASSESSED ITS MISSION AND STRATEGIC GOALS?



1.1
Has the Agency Reassessed Its Mission, Outlook, and Priorities?

Milestones
0, 1


1.1.1.  FORMCHECKBOX 
 Has the agency identified important changes that could result in a major redefinition of roles and restructuring of the agency? 



Objective evidence found in:



1.1.2  FORMCHECKBOX 
 Is the agency's strategic planning focused on highest priority customer and stakeholder needs and mission goals?



Objective evidence found in:



1.1.3  FORMCHECKBOX 
 Has the agency developed explicit mission goals that involve tailoring products and services to the needs of key customer groups?



Objective evidence found in:



1.1.4  FORMCHECKBOX 
 Has the agency revised its strategic plan, as appropriate, and formed a consensus on the goals it is trying to accomplish, for whom, and by when?



Objective evidence found in:



ASSESSMENT ISSUE 1

HAS THE AGENCY REASSESSED ITS MISSION AND STRATEGIC GOALS?

1.2
Are the Agency's Products and Services Aligned with Customer and Stakeholder Needs?

Milestones
0, 1


1.2.1. FORMCHECKBOX 
  Has the agency identified the external customer base for each of its major products and services? 



Objective evidence found in:



1.2.2.  FORMCHECKBOX 
  Has the agency identified the external customers' current and anticipated needs, expectations, and priorities for each major product and service? What are their relative importance in the customers' eyes? What means did the agency use to identify and validate the customers' needs, values, and priorities (interviews, focus groups, surveys)?



Objective evidence found in:



1.2.3.  FORMCHECKBOX 
  Has the agency identified its internal customers and third party providers and their needs and expectations insofar as they affect the key processes that provide products and services to external customers? Has the agency analyzed how projected demographic changes may affect its customer base?



Objective evidence found in:



1.2.4.  FORMCHECKBOX 
 Is the agency using external and internal customer requirements to make major decisions about strategic goals, budgeting, and resource allocations? Is the agency focusing more attention on satisfying the requirements of its internal customers rather than its external customers?



Objective evidence found in:



1.2
Are the Agency's Products and Services Aligned with Customer and Stakeholder Needs?  (continued)

1.2.5.  FORMCHECKBOX 
 Has the agency identified stakeholders for each major product and service? Has the agency identified and documented their needs, concerns, and priorities?



Objective evidence found in:



1.2.6.  FORMCHECKBOX 
  Has the agency identified the key areas of agreement and disagreement among customer and stakeholder groups regarding mission, strategic goals, products and services, and performance? How serious are the differences? How well has the agency been able to broker trade-offs in these areas of disagreement?



Objective evidence found in:



1.2.7.  FORMCHECKBOX 
  Has the agency analyzed whether its products and services are aligned with customer and stakeholder needs and business goals?



Objective evidence found in:



1.2.8.  FORMCHECKBOX 
 Has the agency analyzed whether its products and services are being delivered in ways that best meet these needs?

 

Objective evidence found in:



ASSESSMENT ISSUE 1

HAS THE AGENCY REASSESSED ITS MISSION AND STRATEGIC GOALS?

1.3
Has the Agency Identified Other Forces for Change?

Milestones
0, 1


1.3.1.  FORMCHECKBOX 
 What other factors has the agency identified that are driving it to change business processes and achieve dramatic improvements in performance?



Objective evidence found in:



1.3.2.  FORMCHECKBOX 
 Has the agency considered the impact of these change drivers in its strategic planning?



Objective evidence found in:



ASSESSMENT ISSUE 1

HAS THE AGENCY REASSESSED ITS MISSION AND STRATEGIC GOALS?

1.4
Has the Agency Defined and Mapped Its Mission-Critical Business Processes?

Milestones
0, 1


1.4.1.  FORMCHECKBOX 
 Has the agency identified its core business processes for each major product and service? Have the processes been mapped at a high level?



Objective evidence found in:



1.4.2.  FORMCHECKBOX 
 Do the agency's process maps show the connections and interrelationships between core processes?



Objective evidence found in:



1.4.3.  FORMCHECKBOX 
 Do the agency's process maps show the complete chain of related activities within the agency?



Objective evidence found in:



ASSESSMENT ISSUE 2

HAS THE AGENCY IDENTIFIED PERFORMANCE PROBLEMS AND SET IMPROVEMENT GOALS?


2.1
Has the Agency Assessed the Gaps Between Current Performance and Customer/Stakeholder Needs?

Milestones
0, 1


2.1.1.  FORMCHECKBOX 
 Does the agency use performance measures consistent with the requirements of GPRA to determine how well it is meeting desired outcomes and to identify and assess any performance problems?



Objective evidence found in:



2.1.2.  FORMCHECKBOX 
 What indicators (quality, cost, time, etc.) are used for each core process? Are these indicators adequate for measuring current and future performance requirements? 



Objective evidence found in:



2.1.3.  FORMCHECKBOX 
 Has the agency involved customers and stakeholders in developing the performance indicators? 



Objective evidence found in:



2.1
Has the Agency Assessed the Gaps Between Current Performance and Customer/Stakeholder Needs?  

(continued)

2.1.4.  FORMCHECKBOX 
 How well is the agency performing in relation to customer expectations?



2.1.4.1.  FORMCHECKBOX 
 Has the agency identified any gaps between customer needs and current performance?



Objective evidence found in:



2.1.4.2.  FORMCHECKBOX 
 How satisfied are customers and stakeholders with the current performance levels of the agency? How has the agency ascertained this?



Objective evidence found in:



2.1.4.3.  FORMCHECKBOX 
 What, if any, performance information does the agency have for the past several years to show performance trends for each core process? 



Objective evidence found in:



2.1.4.4.  FORMCHECKBOX 
 What do the trends suggest as to the adequacy of the processes to meet future demands by customers and stakeholders?



Objective evidence found in:



ASSESSMENT ISSUE 2

HAS THE AGENCY IDENTIFIED PERFORMANCE PROBLEMS AND SET IMPROVEMENT GOALS?


2.2
Has Current Performance Been Benchmarked Against Leading Organizations?

Milestones
0, 1


2.2.1.  FORMCHECKBOX 
 Has the agency benchmarked the performance of its core processes against internal or external benchmark partners?



Objective evidence found in:



2.2.2.  FORMCHECKBOX 
 How did the agency select its benchmarking partners? Were dissimilar organizations included? Were state and local governments known for excellence in innovation included?



Objective evidence found in:



2.2.3.  FORMCHECKBOX 
 Were the customer interfaces of the processes benchmarked?



Objective evidence found in:



2.2.4.  FORMCHECKBOX 
 What were the benchmarking results and how is the agency using these results in establishing performance goals?



Objective evidence found in:



ASSESSMENT ISSUE 2

HAS THE AGENCY IDENTIFIED PERFORMANCE PROBLEMS AND SET IMPROVEMENT GOALS?


2.3
Are Improvement Goals Focused on Outcomes Important to Customers and Stakeholders?

Milestones
0, 1


2.3.1.  FORMCHECKBOX 
 Has the agency developed goals based on a careful, fact-based analysis of its performance and environment and has the agency linked the goals to mission, customer needs, and current performance?



Objective evidence found in:



2.3.2.  FORMCHECKBOX 
 Has the agency stated its goals in measurable terms, such as cost, quality, and timeliness?



Objective evidence found in:



2.3.3.  FORMCHECKBOX 
  Do the goals drive improvements that are valued by customers and stakeholders?



Objective evidence found in:



2.3.4.  FORMCHECKBOX 
 Do the goals challenge the agency to achieve performance improvements comparable to those achieved by industry leaders?



Objective evidence found in:



2.3
Are Improvement Goals Focused on Outcomes Important to Customers and Stakeholders?
(continued)

2.3.5.  FORMCHECKBOX 
 Has the agency established a sound performance measurement system that produces measures at each organizational level that demonstrate results, are limited to the vital few, respond to multiple priorities, and link to responsible programs?



Objective evidence found in:



2.3.6.  FORMCHECKBOX 
 Has the agency systematically linked its improvement goals to the agency's strategic planning and budget decisions?



Objective evidence found in:



ASSESSMENT ISSUE 2

HAS THE AGENCY IDENTIFIED PERFORMANCE PROBLEMS AND SET IMPROVEMENT GOALS?


2.4
Has the Agency Selected and Prioritized Processes for Improvement?

Milestones
0, 1


2.4.1.  FORMCHECKBOX 
 Has the agency identified any performance gaps where dramatic improvements are needed, indicating candidates for business process reengineering?



Objective evidence found in:



2.4.2.  FORMCHECKBOX 
 Which core processes and subprocesses have been targeted for improvement? What performance improvement goals have been set for them?



Objective evidence found in:



2.4.3.  FORMCHECKBOX 
  Given the strategic vision and goals of the agency, the performance gaps, customer and stakeholder needs, and other change drivers, has the agency targeted the most critical products and services?



Objective evidence found in:



2.4.4.  FORMCHECKBOX 
 What selection criteria were used to prioritize and target processes for improvement? 



Objective evidence found in:



2.4
Has the Agency Selected and Prioritized Processes for Improvement? 

(continued)

2.4.5.  FORMCHECKBOX 
 Were customers' and stakeholders' viewpoints included in making the selections? 



Objective evidence found in:



ASSESSMENT ISSUE 3

SHOULD THE AGENCY ENGAGE IN REENGINEERING?


3.1
Should Any of the Agency's Poorly Performing Processes Be Targeted for Reengineering?

Milestones
0, 1


3.1.1.  FORMCHECKBOX 
 Did the agency consider a full range of improvement approaches in dealing with its performance problems (e.g., continuous process improvement, outsourcing, streamlining, and privatizing, as well as reengineering)?



Objective evidence found in:



3.1.2.  FORMCHECKBOX 
 Is it apparent from the selection process that the agency understands the tradeoffs involved in choosing one improvement approach over the other in terms of resources, costs, risks, return on investment, and time to complete?



Objective evidence found in:



3.1.3.  FORMCHECKBOX 
 What decision criteria did the agency follow to select the process(es) targeted for a reengineering project? Did the criteria take into account the type of information that should have been developed under the first two assessment issues and the criteria listed in question 3.1 above?



Objective evidence found in:



ASSESSMENT ISSUE 3

SHOULD THE AGENCY ENGAGE IN REENGINEERING?


3.2
Is the Agency Ready to Engage in Reengineering?

Milestones
0, 1


3.2.1.  FORMCHECKBOX 
 Do the agency head and the top executives have a basic understanding of the principles of reengineering, through training or experience?



Objective evidence found in:



3.2.2.  FORMCHECKBOX 
 Do the agency head and the top executives actively demonstrate their commitment to the reengineering effort (participation in planning, making presentations, engaging in worksite discussions, meeting with customers and stakeholder groups, etc.)?



Objective evidence found in:



3.2.3.  FORMCHECKBOX 
 Has the agency assessed what reengineering skills and tools it has available internally? Are staff skills, tools, and experience adequate for carrying out a major reengineering project?



Objective evidence found in:



3.2
Is the Agency Ready to Engage in Reengineering?   (continued)

3.2.4.  FORMCHECKBOX 
 What plan does the agency have to develop needed reengineering skills?



Objective evidence found in:



3.2.5.  FORMCHECKBOX 
 To what extent must the agency rely on help from other sources (consultants, federal agencies) to fill shortcomings in skills? Does the agency have enough of a skill base so that it can lead the reengineering project itself, rather than turning it over to an outside source?



Objective evidence found in:



ASSESSMENT ISSUE 3

SHOULD THE AGENCY ENGAGE IN REENGINEERING?


3.3
Has the Agency Developed an Initial Business Case for Starting a Reengineering Project?

Milestones
0, 1


3.3.1.  FORMCHECKBOX 
 Has the agency developed an initial business case for reengineering the target process that builds on the assessment issues discussed earlier in this guide?



Objective evidence found in:



3.3.3.  FORMCHECKBOX 
 Does the initial business case present a credible outline of the potential cost savings and other benefits to be derived from reengineering the target process? How did the agency make a preliminary determination of the potential costs, benefits, and risks of reengineering the target process? Did it use benchmark data and best practices from leading organizations?



Objective evidence found in:



3.3.4.  FORMCHECKBOX 
 Has the agency communicated its initial business case to customers and stakeholders? Do they understand the case and agree with it? Are  the points of disagreement critical to the success of BPR? 



Objective evidence found in:



3.3.5.  FORMCHECKBOX 
 If the agency decides to pursue reengineering, how will it address any unresolved issues/concerns that were identified as a result of its assessment of internal and external barriers to change?



Objective evidence found in:



ASSESSMENT ISSUE 3

SHOULD THE AGENCY ENGAGE IN REENGINEERING?


3.4
Is the Proposed Reengineering Project Integrated Into the Agency's Overall Improvement Strategy?

Milestones
0, 1


3.4.1.  FORMCHECKBOX 
 Does the agency have an overall strategy to guide its improvement efforts, prioritize them, and allocate resources to support them?



Objective evidence found in:



3.4.2.  FORMCHECKBOX 
 Is the agency using the strategy as a means to coordinate and integrate all of its improvement projects?



Objective evidence found in:



3.4.3.  FORMCHECKBOX 
 Has the linkage of the proposed reengineering project to this overall strategy been clearly spelled out?



Objective evidence found in:



ASSESSMENT ISSUE 3

SHOULD THE AGENCY ENGAGE IN REENGINEERING?


3.5
Have Agency Executives Begun a Program to Manage Expectations and Facilitate Change?

Milestones
0, 1


3.5.1.  FORMCHECKBOX 
 Are agency executives devising and implementing a formal change management plan to provide a comprehensive and coherent framework for their efforts?



Objective evidence found in:



3.5.2.  FORMCHECKBOX 
 What specific actions have top agency executives taken to implement this plan and communicate to managers and staff their clear commitment to the reengineering effort and the urgency to improve agency operations? Is this communication ongoing to build and maintain momentum for change?



Objective evidence found in:



3.5.3.  FORMCHECKBOX 
 Have executives identified areas within the agency that might be barriers to reengineering the target process (organizational values, entrenched interests, narrow headquarters authority over field operations, etc.)? What is the plan for dealing with them?



Objective evidence found in:



3.5.4.  FORMCHECKBOX 
 Are executives realigning agency values, incentives, and reward systems to focus sharply on achieving outcomes important to customers?



Objective evidence found in:



3.5
Have Agency Executives Begun a Program to Manage Expectations and Facilitate Change?   (continued)



3.5.5.  FORMCHECKBOX 
 Have executives identified potential external barriers to reengineering the target process in terms of legislation, regulation, policy issues, and political interests? What is the plan for dealing with them?



Objective evidence found in:



3.5.6.  FORMCHECKBOX 
 What steps have executives included in the change management plan to identify and address customers' and stakeholders' concerns about the specific process to be reengineered? How well are executives addressing these concerns?



Objective evidence found in:



ASSESSMENT ISSUE 4

IS THE REENGINEERING PROJECT APPROPRIATELY MANAGED?


4.1
Does the Reengineering Effort Have Ongoing Executive Support?   

Milestones
0, 1


4.1.1.  FORMCHECKBOX 
 How does the agency provide executive-level oversight and support to the reengineering effort?  Does the agency have an executive steering committee (or its equivalent) to initiate, oversee and support reengineering projects?



Objective evidence found in:



4.1.2.  FORMCHECKBOX 
 What are the steering committee's roles and responsibilities? What is its membership? Does it include executives from the process being reengineered? How often does it meet and what have been its major discussion items and decisions?



Objective evidence found in:



4.1.3.  FORMCHECKBOX 
 Does the executive steering committee coordinate the work of the various agency improvement efforts (including reengineering projects) to prevent duplication or the development of solutions that work at cross-purposes? 



Objective evidence found in:



4.1
Does the Reengineering Effort Have Ongoing Executive Support?   

(continued)

4.1.4.  FORMCHECKBOX 
 Have agency executives communicated frequently and consistently with customers, stakeholders, and staff about the reengineering project?



Objective evidence found in:



4.1.5.  FORMCHECKBOX 
 Does the reengineering project team have a member of the executive steering committee who acts as its sponsor to help:



4.1.5.1.  FORMCHECKBOX 
 facilitate communications with the executive steering committee?



Objective evidence found in:



4.1.5.2.  FORMCHECKBOX 
 obtain and allocate the necessary resources (e.g., funds, tools, people)?



Objective evidence found in:



4.1.5.3.  FORMCHECKBOX 
 remove internal barriers for the process owner and project team?



Objective evidence found in:



4.1
Does the Reengineering Effort Have Ongoing Executive Support?  

 (continued)

4.1.5.  Does the reengineering project team have a member of the executive steering committee who acts as its sponsor to help: (continued)



4.1.5.4.  FORMCHECKBOX 
 manage relationships with internal and external stakeholders?



Objective evidence found in:



4.1.5.5.  FORMCHECKBOX 
 provide guidance on policy issues?



Objective evidence found in:



4.1.6.  FORMCHECKBOX 
 Does the sponsor have a high level of personal involvement in the reengineering project?



Objective evidence found in:



ASSESSMENT ISSUE 4

IS THE REENGINEERING PROJECT APPROPRIATELY MANAGED?


4.2
Has a Process Owner Been Designated?   

Milestones
0, 1


4.2.1.   FORMCHECKBOX 
 Has the agency assigned a process owner for the process to be reengineered?



Objective evidence found in:



4.2.2.   FORMCHECKBOX 
 Is the process owner closely involved in the reengineering project? What is his/her role on the reengineering team?



Objective evidence found in:



ASSESSMENT ISSUE 4

IS THE REENGINEERING PROJECT APPROPRIATELY MANAGED?


4.3
Is the Reengineering Project Being Carried Out by a Skilled Team?   

Milestones
0, 1


4.3.1  FORMCHECKBOX 
 Do the project team members represent all of the functional disciplines affected by the project and can they represent the viewpoints of their respective areas?



Objective evidence found in:



4.3.2.  FORMCHECKBOX 
 Does the team include members who are outside the target process, even outside the agency, who can stimulate innovative thinking about how to change the current process?



Objective evidence found in:



4.3.3.1.  FORMCHECKBOX 
 Have the team members been trained in process analysis and reengineering techniques?



Objective evidence found in:



4.3.3.2.  FORMCHECKBOX 
  Does the team have access to tools useful in supporting their work (groupware, process modeling software, etc.)? 

Objective evidence found in:



4.3.3.3.  FORMCHECKBOX 
 Does the team have access to technical/expert support both inside and outside the agency?



Objective evidence found in:



4.3.4.  FORMCHECKBOX 
 Are team members primarily dedicated to working on the project (i.e., more than 50 percent of their time)?



Objective evidence found in:



ASSESSMENT ISSUE 4

IS THE REENGINEERING PROJECT APPROPRIATELY MANAGED?


4.4
Is There a Reengineering Team Charter and Project Plan?


Milestones
 1


4.4.1.  FORMCHECKBOX 
 What is the reengineering team's charter? Does the team have the authority to negotiate with people within the agency, as well as those outside who may be affected by reengineering, such as suppliers or third-party providers?



Objective evidence found in:



4.4.2.  FORMCHECKBOX 
 What has the agency defined as "sacred cows," if any, for each reengineering project? Are these constraints based on assumptions or have they been freshly reviewed and discussed with stakeholders and customers? Can they be overcome, if necessary?



Objective evidence found in:



4.4.3.  FORMCHECKBOX 
 Is there a formal project plan for each reengineering effort?



4.4.3.1.  FORMCHECKBOX 
 Are the goals and objectives clear and measurable?



Objective evidence found in:



4.4
Is There a Reengineering Team Charter and Project Plan?
(continued)

4.4.3.  Is there a formal project plan for each reengineering effort? (continued)



4.4.3.2.  FORMCHECKBOX 
 Have all assumptions been explicitly stated?



Objective evidence found in:



4.4.3.3.  FORMCHECKBOX 
 . Have all tasks, responsibilities, and deliverables been identified?



Objective evidence found in:



4.4.3.4.  FORMCHECKBOX 
 Have schedules and deadlines been clearly stated?



Objective evidence found in:



4.4.3.5.  FORMCHECKBOX 
 Have needed skills and resources been identified?



Objective evidence found in:



ASSESSMENT ISSUE 4

IS THE REENGINEERING PROJECT APPROPRIATELY MANAGED?


4.5
Is the Team Following a Reengineering Methodology?


Milestones
0, 1


4.5.1.  FORMCHECKBOX 
 Is the team using a reengineering methodology to guide its work? Has the methodology been tailored to the agency? Is the methodology consistent with the issues in this assessment guide?



Objective evidence found in:



4.5.2.  FORMCHECKBOX 
 Is the team actually using the methodology to plan and carry out the reengineering project?



Objective evidence found in:



4.5.3.  FORMCHECKBOX 
 Is the team working with an outside consultant? What is the consultant's role?



Objective evidence found in:



ASSESSMENT ISSUE 5

HAS THE PROJECT TEAM ANALYZED THE TARGET PROCESS AND DEVELOPED FEASIBLE ALTERNATIVES?


5.1
Has the Team Analyzed the Target Process?


Milestones
 1


5.1.1.  FORMCHECKBOX 
 Has the project team developed a model of the existing process to be reengineered?



5.1.1.1.  FORMCHECKBOX 
 Has the process workflow been mapped down to the activity or task level, so that all the key elements that drive the performance of the process have been identified and understood?



Objective evidence found in:



5.1.1.2.  FORMCHECKBOX 
 Are there performance data (e.g., costs, time, throughput) for the activities within the process?



Objective evidence found in:



5.1.1.3.  FORMCHECKBOX 
 Has the mapping been validated by the people who actually do the work as well as the process owner?



Objective evidence found in:



5.1
Has the Team Analyzed the Target Process?
(continued)

Milestones
 1


5.1.2.  FORMCHECKBOX 
 Has the process' information flow been mapped? Have the supporting information systems and other key enablers been identified?



Objective evidence found in:



5.1.3.  FORMCHECKBOX 
 Has the team used a disciplined process to quantitatively measure the cost and performance of activities and resources for the process?



Objective evidence found in:



5.1.4.  FORMCHECKBOX 
 Have the jobs, skills, and specialized knowledge of the people performing the work been identified?



Objective evidence found in:



5.1.5.  FORMCHECKBOX 
 Have the organizational components involved in the process as internal suppliers or customers been identified?



Objective evidence found in:



5.1
Has the Team Analyzed the Target Process?
(continued)

5.1.6.  FORMCHECKBOX 
 Have all external customer and supplier interfaces been identified?



Objective evidence found in:



5.1.7.  FORMCHECKBOX 
 Have the regulations, policies, laws, and assumptions underlying the process been identified?



Objective evidence found in:



ASSESSMENT ISSUE 5

HAS THE PROJECT TEAM ANALYZED THE TARGET PROCESS AND DEVELOPED FEASIBLE ALTERNATIVES?


5.2
Has the Team Developed Feasible Alternatives to the Current Process?


Milestones
 1


5.2.1.  FORMCHECKBOX 
 For each proposed process alternative, did the team include a detailed workflow and a thorough description of impacts on other processes and the overall work environment?



5.2.1.1.  FORMCHECKBOX 
 Has the team documented the new workflow, with all of the interfaces and dependencies noted?



Objective evidence found in:



5.2.1.2.  FORMCHECKBOX 
 Has the team documented the new information flow?



Objective evidence found in:



5.2.1.3.  FORMCHECKBOX 
 Has the team identified and documented the impact of the proposed process on the agency's information and system architectures, along with any needed changes?



Objective evidence found in:



5.2
Has the Team Developed Feasible Alternatives to the Current Process?
(continued)

5.2.1.  For each proposed process alternative, did the team include a detailed workflow and a thorough description of impacts on other processes and the overall work environment? (continued)



5.2.1.4.  FORMCHECKBOX 
 Has the team identified changes needed to: 

· organizational structures, 

· management systems, 

· job descriptions and skill requirements, 

· personnel compensation and reward systems, 

· human resources policies (training, hiring, incentives), and 

· facilities? 



Objective evidence found in:



5.2.1.5.  FORMCHECKBOX 
 Has the team identified any changes to legislation, regulations, policies, and rules that would be required to implement the alternative process?



Objective evidence found in:



5.2.2.  FORMCHECKBOX 
 Has the team identified the constraints and assumptions that may affect the cost and benefits of alternative solutions? Did they estimate the impact of constraints and assumptions on the alternative process?



Objective evidence found in:



5.2
Has the Team Developed Feasible Alternatives to the Current Process?
(continued)

5.2.3.  FORMCHECKBOX 
 Has the team conducted a preliminary feasibility test of the alternatives through simulation or other means? Have they clearly and accurately documented the results of the feasibility test?



Objective evidence found in:



5.2.4.  FORMCHECKBOX 
 Has the team clearly expressed the quantitative and qualitative benefits in mission or program improvement terms (e.g., changes in quality, cost, speed, accuracy, or productivity)?



Objective evidence found in:



5.2.5.  FORMCHECKBOX 
 Has the team developed performance indicators for the newly designed process? Are these measures aligned with the agency's strategic measures?



Objective evidence found in:



5.2.6.  FORMCHECKBOX 
 Has the team assessed how information technology could best be used to support the alternative work processes?



5.2.6.1.  FORMCHECKBOX 
 Did the team have access to expertise to explore information technology opportunities?



Objective evidence found in:



5.2
Has the Team Developed Feasible Alternatives to the Current Process?
(continued)

5.2.6.  Has the team assessed how information technology could best be used to support the alternative work processes?  (Continued)



5.2.6.2.  FORMCHECKBOX 
 . Did the team develop results-oriented information technology performance measures--both quantitative and qualitative--which can form the basis for measuring the impact of the proposed information technology investment?



Objective evidence found in:



5.2.7.  FORMCHECKBOX 
  Has the team aligned its new process alternatives with key stakeholders' and customers' expectations and performance requirements?



Objective evidence found in:



5.2.7.1.  FORMCHECKBOX 
  For any significant deviations from key stakeholder performance requirements, did the team assess the impact of these deviations on the stakeholder and the agency's performance goals?



Objective evidence found in:



ASSESSMENT ISSUE 5

HAS THE PROJECT TEAM ANALYZED THE TARGET PROCESS AND DEVELOPED FEASIBLE ALTERNATIVES?


5.3
Has the Agency Identified and Assessed Potential Implementation Barriers?


Milestones
 1


5.3.1.  FORMCHECKBOX 
 Has the team identified potential barriers to implementing the process alternatives?



Objective evidence found in:



5.3.2.  FORMCHECKBOX 
 Has the team obtained and analyzed the concerns of stakeholders to help identify and define potential barriers? Is there a feedback mechanism to discuss how concerns are being met?



Objective evidence found in:



5.3.3..  FORMCHECKBOX 
 Has the team used "lessons learned" from its own improvement efforts, as well as other organizations' reengineering efforts, in assessing and overcoming potential barriers?



Objective evidence found in:





ASSESSMENT ISSUE 5

HAS THE PROJECT TEAM ANALYZED THE TARGET PROCESS AND DEVELOPED FEASIBLE ALTERNATIVES?


5.4
Has the Team Developed a Performance-Based, Risk-Adjusted Analysis of Benefits and Costs for Each Design Alternative?


Milestones
 1


5.4.1.  FORMCHECKBOX 
 Has the team identified risk factors associated with implementing each alternative?



5.4.1.1.  FORMCHECKBOX 
 Did the team quantify and rank risks?



Objective evidence found in:



5.4.1.2.  FORMCHECKBOX 
 Did the team perform a sensitivity analysis on key process variables and assumptions?



Objective evidence found in:



5.4.1.3.  FORMCHECKBOX 
 Did the team document how specific risk factors will be continually monitored to minimize exposure?



Objective evidence found in:



5.4
Has the Team Developed a Performance-Based, Risk-Adjusted Analysis of Benefits and Costs for Each Design Alternative?
 (continued)

5.4.2.  FORMCHECKBOX 
 Has the Team Developed a Performance-Based, Risk-Adjusted Analysis of Benefits and Costs for Each Design Alternative?


5.4.2.1.  FORMCHECKBOX 
 Relies on systematic measures of mission performance?



Objective evidence found in:



5.4.2.2.  FORMCHECKBOX 
 Is consistent with OMB Circular A-94 "Guidelines and Discount Rates for Benefit-Cost Analysis of Federal Programs?"



Objective evidence found in:



5.4.2.3.  FORMCHECKBOX 
 Is at a level of detail appropriate to its size?



Objective evidence found in:



5.4.2.4.  FORMCHECKBOX 
 Considered non-monetary benefits and costs? 



Objective evidence found in:



5.4
Has the Team Developed a Performance-Based, Risk-Adjusted Analysis of Benefits and Costs for Each Design Alternative?
 (continued)

5.4.3.  FORMCHECKBOX 
 Has the team assessed how well each alternative meets the goals of the project?



Objective evidence found in:



5.4.4.  FORMCHECKBOX 
 Has the team established a structure for achieving benefits?



5.4.4.1.  FORMCHECKBOX 
 What are the expected ongoing benefits and costs of the reengineering effort? 



Objective evidence found in:



5.4.4.2.  FORMCHECKBOX 
 How will benefits will be recovered and managed during the new process' lifecycle?



Objective evidence found in:



5.4.4.3.  FORMCHECKBOX 
 How long before a "break-even" point is reached?



Objective evidence found in:



5.4
Has the Team Developed a Performance-Based, Risk-Adjusted Analysis of Benefits and Costs for Each Design Alternative?
 (continued)

5.4.4.  Has the team established a structure for achieving benefits? (continued)



5.4.4.4.  FORMCHECKBOX 
 How long before full benefits are realized?



Objective evidence found in:



ASSESSMENT ISSUE 6

HAS THE PROJECT TEAM COMPLETED A SOUND BUSINESS CASE FOR IMPLEMENTING THE NEW PROCESS?


6.1
Has the Agency Selected a Feasible Process Alternative with a High Return on Investment? 


Milestones
1


6.1.1.  FORMCHECKBOX 
 Did the agency establish a relative ranking of the process alternatives that took into consideration the various pluses and minuses of each one?



Objective evidence found in:



6.1.2.  FORMCHECKBOX 
 Have all the major change management issues associated with the preferred alternative been identified and discussed? Do there appear to be any insurmountable barriers?



Objective evidence found in:



6.1.3.  FORMCHECKBOX 
 Does the preferred alternative represent the best balance of feasibility versus return on investment for the agency?



Objective evidence found in:



6.1
Has the Agency Selected a Feasible Process Alternative with a High Return on Investment? 
 (continued)

Milestones
0, 1


6.1.4.  FORMCHECKBOX 
 Has the process' information flow been mapped? Have the supporting information systems and other key enablers been identified?



Objective evidence found in:



ASSESSMENT ISSUE 6

HAS THE PROJECT TEAM COMPLETED A SOUND BUSINESS CASE FOR IMPLEMENTING THE NEW PROCESS?


6.2
Has the Agency Updated Its Initial Business Case for the New Process?


Milestones
1


6.2.1.  FORMCHECKBOX 
 Does the updated business case include a performance-based and risk-adjusted benefit-cost analysis for implementation alternatives? Does it appear that reengineering the process will yield a large return on investment?



6.2.2.  FORMCHECKBOX 
 Does the updated business case identify resources, responsibilities, and a schedule for implementing the new process?



Objective evidence found in:



6.2.3.  FORMCHECKBOX 
 Have the agency's top executives communicated the business case to key congressional committees, OMB, and other stakeholder and customer groups to secure their support for full implementation?



Objective evidence found in:



6.2.4.  FORMCHECKBOX 
 How does the agency intend to address any unresolved concerns expressed by these groups? Are any of their concerns serious enough to prevent the project from going forward?



Objective evidence found in:



ASSESSMENT ISSUE 6

HAS THE PROJECT TEAM COMPLETED A SOUND BUSINESS CASE FOR IMPLEMENTING THE NEW PROCESS?


6.3
Has the Agency Used Its Capital Investment Review Process to Assess the Business Case?


Milestones
 1


6.3.1  FORMCHECKBOX 
  Does the agency have a sound capital investment review process?



6.3.2.  FORMCHECKBOX 
 Has the proposed reengineering project gone though the agency's capital investment review process?



Objective evidence found in:



6.3.3.  FORMCHECKBOX 
 Has the agency used quantitative as well as qualitative decision criteria for comparing the expected benefits, costs, risks, and returns associated with implementing the reengineering project?



Objective evidence found in:



6.3.4.  FORMCHECKBOX 
 Have any information technology acquisitions needed to support the new process been reviewed and approved by the agency's information technology review process?



Objective evidence found in:



6.3
Has the Agency Used Its Capital Investment Review Process to Assess the Business Case?
 (continued)

6.3.5.  FORMCHECKBOX 
 Has the agency established a management process for controlling and evaluating the reengineering project once implementation has begun?



Objective evidence found in:



6.3.6.  FORMCHECKBOX 
 Has the agency defined performance measures--derived from annual performance targets, long-term goals, and the agency's mission--for the prospective new process, and does the agency's capital investment review process assess the prospective reengineering project in the context of meeting performance goals?



Objective evidence found in:



ASSESSMENT ISSUE 7

IS THE AGENCY FOLLOWING A COMPREHENSIVE IMPLEMENTATION PLAN?


7.1
Has the Agency Established a Transition Team and Developed a Comprehensive Implementation Plan?


Milestones
 1


7.1.1.  FORMCHECKBOX 
 Has the agency prepared a written plan for pilot testing and agencywide implementation of the new process that: 



7.1.1.1.  FORMCHECKBOX 
 Identifies all tasks, timeframes, and needed resources for an orderly transition?



Objective evidence found in:



7.1.1.2.  FORMCHECKBOX 
 Structures the roll out of the new process in a way reasonably suited to the nature of the process and the work and structure of the agency? 



Objective evidence found in:



7.1.1.3.  FORMCHECKBOX 
 Assigns roles and responsibilities for implementation to the individuals who will do the work of the new process? 



Objective evidence found in:



7.1
Has the Agency Established a Transition Team and Developed a Comprehensive Implementation Plan?
(continued)

7.1.1.  Has the agency prepared a written plan for pilot testing and agencywide implementation of the new process that: (continued)



7.1.1.4.  FORMCHECKBOX 
 Provides a means for collecting and sharing implementation problems and solutions? 



Objective evidence found in:



7.1.1.5.  FORMCHECKBOX 
 Provides for close monitoring during implementation?



Objective evidence found in:



7.1.2.  FORMCHECKBOX 
 Has a transition team been established to guide the reengineering effort? Is the team made up of the project sponsor, the process owner, members of the reengineering team, and key executives, managers, and staff from the areas directly affected by the implementation of the new process?



Objective evidence found in:



7.1
Has the Agency Established a Transition Team and Developed a Comprehensive Implementation Plan?
(continued)

7.1.3.  FORMCHECKBOX 
 Has the transition team made necessary arrangements with the agency's administrative offices to transition smoothly from the old process to the new (e.g,. budgeting, accounting, purchasing, maintenance, and legal counsel)?



Objective evidence found in:



7.1.4.  FORMCHECKBOX 
 Are executives and managers affected by the process change actively promoting and facilitating the implementation of the new process?



Objective evidence found in:



ASSESSMENT ISSUE 7

IS THE AGENCY FOLLOWING A COMPREHENSIVE IMPLEMENTATION PLAN?


7.2
Has the Transition Team Addressed Workforce Training and Redeployment Issues?


Milestones
 1


7.2.1.  FORMCHECKBOX 
 Has the transition team identified the new tasks, roles, responsibilities, reporting relationships, and training needs required by the new process? Have position descriptions and classifications been revised to reflect the new skills and responsibilities of staff in the new process? 



Objective evidence found in:



7.2.2.  FORMCHECKBOX 
 Has the transition team identified how many employees, and which employees, would be affected by redeployment, retraining, or reductions-in-force? Has the agency developed training programs?



Objective evidence found in:



7.2.3.  FORMCHECKBOX 
 Has the transition team met with other governmental agencies and private businesses to learn about the successful ways to plan workforce redeployment, retraining, and reductions? 



Objective evidence found in:



7.2.4.  FORMCHECKBOX 
 Are agency executives working closely with employee unions to minimize the potential for adverse effects of the implementation on its members, and to make use of union suggestions where feasible?



Objective evidence found in:



7.2
Has the Transition Team Addressed Workforce Training and Redeployment Issues?
(continued)

7.2.5.  FORMCHECKBOX 
 Has the agency provided career counselors and outplacement assistance as needed to help employees plan new career paths or seek new employment?



Objective evidence found in:



ASSESSMENT ISSUE 7

IS THE AGENCY FOLLOWING A COMPREHENSIVE IMPLEMENTATION PLAN?


7.3
Are Pilot Tests Being Used to Evaluate and Refine the New Process Design?


Milestones
 1


7.3.1.  FORMCHECKBOX 
 Has the transition team selected a pilot testing strategy that is suited to the new process and considers the concerns of stakeholders? 



Objective evidence found in:



7.3.2.  FORMCHECKBOX 
 Has the transition team ensured that the testing unit fully understands the pilot and that employees are sufficiently trained and understand their roles?



Objective evidence found in:



7.3.3.  FORMCHECKBOX 
 Has the transition team developed performance measures and data gathering procedures to be used during the pilot? Do the measures reflect project goals?



Objective evidence found in:



7.3.4.  FORMCHECKBOX 
 Has the transition team defined success criteria for the pilot test?



Objective evidence found in:



7.3
Are Pilot Tests Being Used to Evaluate and Refine the New Process Design?
 (continued)

7.3.5.  FORMCHECKBOX 
 Has the transition team carefully measured the performance of the pilot test and identified any corrective actions required?



Objective evidence found in:



7.3.6.  FORMCHECKBOX 
 Has the agency gathered customer, stakeholder, and employee feedback about the pilot test? Were any needed corrective actions identified?



Objective evidence found in:



7.3.7.  FORMCHECKBOX 
 Has the transition team made changes to the design of the new process as a result of cost or performance problems uncovered during the pilot? Has the revised process design been pilot tested with satisfactory results before proceeding to full implementation?



Objective evidence found in:



ASSESSMENT ISSUE 8

ARE AGENCY EXECUTIVES ADDRESSING CHANGE MANAGEMENT ISSUES?


8.1
Are Agency Executives and the Transition Team Refining and Implementing the Change Management Plan?


Milestones
1


8.1.1.  FORMCHECKBOX 
 Has the agency refined its plan for facilitating needed cultural changes across the agency? Does the plan: 



8.1.1.1.  FORMCHECKBOX 
 Identify specific change management tasks? 



Objective evidence found in:



8.1.1.2.  FORMCHECKBOX 
 Align the change management tasks with the project and implementation timetables?



Objective evidence found in:



8.1.1.3.  FORMCHECKBOX 
 Assign responsibilities to specific individuals for carrying out change management tasks?



Objective evidence found in:



8.1.1.4.  FORMCHECKBOX 
 Provide for periodic assessments of employee needs, concerns, and reactions?



Objective evidence found in:



8.1
Are Agency Executives and the Transition Team Refining and Implementing the Change Management Plan?
 (continued)

8.1.2.  FORMCHECKBOX 
 Did the agency use outside experts to help its executives and the transition team to:



8.1.2.1  FORMCHECKBOX 
 Become more aware of underlying organizational and cultural issues that can pose obstacles to reengineering? 



Objective evidence found in:



8.1.2.2.  FORMCHECKBOX 
 . Incorporate proven techniques for managing these obstacles and achieving change objectives? 



Objective evidence found in:



ASSESSMENT ISSUE 8

ARE AGENCY EXECUTIVES ADDRESSING CHANGE MANAGEMENT ISSUES?


8.2
Are Senior Executives Encouraging Acceptance of the New Process?


Milestones
 1


8.2.1  FORMCHECKBOX 
 Have senior executives clearly identified and explained the agency's concerns regarding customer service issues and other change drivers, and emphasized that major improvements are imperative? 



Objective evidence found in:



8.2.2.  FORMCHECKBOX 
 Has the communications effort directly addressed the common objections to change, and explained why change is necessary, workable, and beneficial? Was the communications effort begun early in the process (once customer service issues and performance improvement goals have been identified)?



Objective evidence found in:



8.2.3.  FORMCHECKBOX 
 What formal and informal opportunities have senior executives provided for employees to provide feedback about the operational and personal problems they face during implementation?



Objective evidence found in:



8.2.4. Have senior executives made a commitment to assist employees to make the transition to the new process? How was this commitment communicated and reinforced to the employees?



Objective evidence found in:



8.2
Are Senior Executives Encouraging Acceptance of the New Process?
 (continued)

8.2.5  FORMCHECKBOX 
 Have executives called attention to the efforts, contributions, and innovations of employees during the reengineering project, and widely shared the credit for success with everyone?



Objective evidence found in:



ASSESSMENT ISSUE 8

ARE AGENCY EXECUTIVES ADDRESSING CHANGE MANAGEMENT ISSUES?


8.3
Has the Agency Assisted Staff and Managers to Take on New Roles and Responsibilities?


Milestones
 1


8.3.1  FORMCHECKBOX 
 Has the agency provided training to its staff, managers, and executives to prepare them for the new roles and responsibilities called for by the new process? 



Objective evidence found in:



8.3.2.  FORMCHECKBOX 
 Have executives and managers negotiated new, clear understandings about how authority and responsibility for the new process will be allocated?



Objective evidence found in:



8.3.3.  FORMCHECKBOX 
 Have executives included managers in making any needed changes to the agency's managerial structure?



Objective evidence found in:



8.2.4.  FORMCHECKBOX 
 Has the agency reoriented its performance appraisal and reward process to the implementation of the new process and the fulfillment of performance improvement goals?



Objective evidence found in:



8.3
Has the Agency Assisted Staff and Managers to Take on New Roles and Responsibilities?
 (continued)

8.3.5.  FORMCHECKBOX 
 Have executives involved managers in defining the agency's policies and procedures for using agency performance indicators to assess managerial and staff performance? 



Objective evidence found in:



8.3.6.  FORMCHECKBOX 
 Has the agency provided career counseling or outplacement assistance to individuals at all ranks who have lost their positions, who must develop new career plans, or who chose to resign?



Objective evidence found in:



ASSESSMENT ISSUE 9

IS THE NEW PROCESS ACHIEVING THE DESIRED RESULTS?


9.1
Does the Agency Have Performance Measures in Place for the New Process?


Milestones
 1


9.1.1.  FORMCHECKBOX 
 Did the transition team identify the necessary data for routinely assessing the performance of the reengineered process on a long-term basis? Do the performance measures include a mixture of outcome, output, and efficiency measures? Are the measures linked to the agency's strategic goals? 



Objective evidence found in:



9.1.2  FORMCHECKBOX 
 What measures for the new process did the agency actually decide to put in place? Do they differ from the team's recommendations? If so, why?



Objective evidence found in:



9.1.3.  FORMCHECKBOX 
 Are the measures integrated into the agencywide performance measurement system? 



Objective evidence found in:



ASSESSMENT ISSUE 9

IS THE NEW PROCESS ACHIEVING THE DESIRED RESULTS?


9.2
Is the New Process Achieving Its Planned Performance Goals?


Milestones
2,3, Op Eval, Performaqnce Measures


9.2.1.  FORMCHECKBOX 
 Are agency executives, managers, and staff actually using the measurement data being gathered to assess the new process' performance? 



Objective evidence found in:



9.2.2.  FORMCHECKBOX 
 Do the measures show that performance goals are being met and that the project is on track for achieving its expected return on investment?



Objective evidence found in:



9.2.3.  FORMCHECKBOX 
 What action is the agency taking to correct any shortfalls in expected performance?



Objective evidence found in:



ASSESSMENT ISSUE 9

IS THE NEW PROCESS ACHIEVING THE DESIRED RESULTS?


9.3
Is the Agency Using Performance Information to Continually Improve the New Process?


Milestones
2,3, Ops Eval, Performance Measures


9.3.1.  FORMCHECKBOX 
 Does the agency encourage managers and staff to use performance data to find ways of further improving the new process? 



Objective evidence found in:



9.3.2.  FORMCHECKBOX 
 Does the agency periodically assess process performance goals in order to determine the potential for achieving higher levels of performance?



Objective evidence found in:



This workbook is a collection of cheksheets intended to facilitate the assessment of business process reengineering (BPR) associated with a major DoD IT investment. The checksheets follow the nine issues addressed in the guide and have all of the key assessment questions numbered for tracking and follow-up purposes.  Each issue and key assessment question starts on its own page and has a suggested milestone for which it is applicable.  Room is provided to record the objective evidence found to support the affirmative response to each key question.  Assessment issue nine, “Is the new process achieving the desired results?” is included for completeness but is generally answered in the context of mission performance measures during a separate assessment.





Users of this workbook should become familiar with the construct of the guide and understand that the guide was written to accommodate all Federal agencies.  Thus the term “agency” refers to the DoD Component and references to Capital Investment Review Process and other organizational terms must be translated by the user into the equivalent Component lexicon.  
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