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RINGKASAN : Kertas kerja inf membentangkan sebuah has!/ kajian perlaksanaan 

penilaian kendiri di sebuah syarikat pembuatan di Malaysia. la dimulakan dengan 

memberikan penerangan ringkas mengenai jenis-jenis model anugerah kualiti dan 

proses penilaian kendiri. Kemudian, la memaparkan perbincangan ringkas mengenai 

model anugerah kecemerlangan kualiti, bagaimana hendak menggunakan model flu 

dan bagaimana untuk menguruskan aktiviti-aktiviti proses penilaian kendiri !tu. Sele/ah 

!tu, la diikuti dengan perbincangan menye/uruh ke alas sebuah model penilaian kendiri 

yang berdasarkan kepada Model Anugerah Kecemerlangan Kua/it! Malaysia (QMEA). 

Kertas kerja inijuga membincangkan keputusan yang dipero/ehi daripada tiga penilaian 

kendiri yang telah dija/ankan di sebuah syarikat pembuatan di Malaysia. Kertas kerja 

inf diakhiri dengan membuat kesimpulan mengenai matlamat penilaian kendiri la/ah 

untuk mempertingkatkan daya saing dan kecemerlangan organisasi. 

ABSTRACT : This paper presents a study on the self-assessment implementation in a 

manufacturing company in Malaysia. It begins with a brief overview of the various quality 

award models and the self-assessment process. Later, it provides a brief discussion on 

the quality excellence award model, how to use the model and how to manage activities 

in the self-assessment process. It is then followed by a detail discussion on a self

assessment model based on the Malaysian's Quality Management Excellence Award 

(QMEA). This paper also discusses the results obtained from the three self-assessment 

evaluation that had been conducted in a manufacturing company in Malaysia. Finally, 

this paper culminates with a conclusion on self-assessment goals in enhancing 

organizational competitiveness and excellence. 

KEYWORDS: self-assessment, quality management, excellence award, organizational 

improvement. 
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INTRODUCTION 

Competition is becoming more intense as more countries are opening-up their markets. In 

this new market environment, companies can no longer take for granted their continuous 

existence and survival. Therefore, to survive and prosper, they must review, adjust and change 

their managerial and business process practices to suit the new market environment. This 

could be achieved by focusing on the adoption and implementation of quality management 

philosophy that will satisfy customers, reduce costs, increase productivity, and enhance quality 

of the products/services offered (Lee & Quazi, 2001 ). Quality management has been recognized 

by many countries in the world to be one of the key management concepts to help enhance 

business competitiveness. 

In the pursuit towards total quality management (TOM), many countries had established their 

own national quality awards, for example Malcolm Baldrige National Quality Award (MBNQA) 

in the United States of America, Singapore Quality Award (SQA), Australian Quality Award 

(AQA), European Quality Award (EQA) in the European Union, UK Quality Award (UKQA), 

Japan Quality Award (JOA) with the aim to recognize deserving companies who had excelled 

in quality management practices (Lee & Quazi, 2001; Pun et al., 1999; Wilkes & Dale, 1998). 

In Malaysia, at present there are two national quality awards established for recognizing quality 

management excellence, namely, the Quality Management Excellence Award (QMEA) and 

the Prime Minister Quality Award (PMQA). The National Productivity Corporation (NPC) of 

Malaysia manages both the QMEA and PMQA for private sectors. Most of these awards (i.e. 

MBNQA, SQA, AQA, EQA, UKQA and JOA) use similar principle and criteria to measure 

excellence in leadership, quality management, data and information, process management, 

human resource management, customer satisfaction, supplier quality assurance and 

partnership, product/service quality, operational and business results. These national quality 

awards programme is intended to promote quality awareness, recognize quality achievements 

of companies as well as to provide a platform for sharing successful quality management 

initiatives. Apart from that, the QMEA and PMQA have also provided the opportunities for the 

Malaysian companies to assess their quality performance versus the TOM and business 

excellence practices that underpin these awards. In other words, these awards can serve as 

a tool or framework for conducting self-assessment exercise. Pun et al., (1999) believes TOM 

oriented assessment criteria can drive the organizations towards continuous development 

and improvement of the overall operational performance and delivery of ever-improving values 

to customers. In other words, these awards can serve as a tool or framework for conducting 

self-assessment exercise. 
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A Study on Self-assessment Practice using Malaysian OMEA 
Criteria for Improving Organizational Performance 

Self-assessment is the process of evaluating an organization performance or achievement. 

Normally, a self-assessment process is conducted to measure an organization's performance 

or achievement against a business excellence model in a systematic way. It can be used to 

evaluate: what one has achieved; the opportunities that one has for further improvement; the 

links between what one does and the results that must be achieved. Self-assessment is a 

positive and constructive way of focusing and prioritizing organization's effort in continuous 

improvement and measuring its progress. A diagrammatic representation for the self

assessment concepts is shown in Figure 1. 

Self-assessment 

Internal review of status External survey of trends 
capability and capability 

of products, processes, people 

To identify 

r 

How well are we doing? 
What brings competitive advantage? 

Figure 1. Self-assessment -An overview (Hillman, 1994) 

Self-assessment enables one to coordinate and link together all organization's efforts to achieve 

excellence through effective continuous improvement. In addition, it enables one to perform 

more effective benchmarking by providing a basis for comparison between ourselves and 

recognized "world class" organization. Moreover, it can consistently measure one's progress 

towards one's business goals and achievement of excellence and also link what one need to 

do and how to do it with what one need to achieve (TOMI 1995). 

One of the initial steps in gaining commitment of everyone to self-assessment is to ensure 

that it is not perceived to be yet another audit by top management. In this context, self

assessment means the process of evaluating an organization_ and its improvement 

achievements against a model. The self-assessment process allows an organization to 
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distinguish clearly its present strengths and areas for improvement and culminates in planned 

improvement actions that are monitored for progress (TOMI 1995). Meanwhile, Wiele et al. 
• 

(1997) have the opinion that self-assessment allows an organization to identify and monitor at 

a regular basis what activities are going well, those which have stagnated and act on the 

areas that require additional effort on what needs to be improved (see Figure 2). 

Strengths 

Areas for 
improvement 

Prior 
Opportunities 

Action 
What? 

When? 

Who? 

Figure 2. Converting the self-assessment into action (Deros et al., 2006) 

Self-assessment is a necessary step before attempting to conduct a benchmarking effort to 

study and understands industry practices. Benchmarking is a process for establishing rational 

performance goals through the search for industry best practice that will lead to superior 

performance (Camp, 1989). The self-assessment approach focused on three areas, intra

firm, inter-firm and with "best-in-class", or "world class" comparison of practices and 

performance. Typically, self-assessment approach consists of several generic processes: data 

gathering and initial self-assessment; writing the self-assessment report, assessing the report 

by assessors, presenting the result to the management of the unit or company assessed; 

communication of insights within the firm; defining improvement goals and activities; developing 

and discussion of action plans by linking them with business planning. The main objectives of 

self-assessment are to establish benchmarks of current business practices and increase 

awareness in areas of choice with a view of improving the management of this process 

(Coughlan & Brady, 1995). 

SELF-ASSESSMENT MODEL 

The literature had shown that self-assessment tools based on quality management excellence 

awards have helped organizations identify and correct the gap in their performance quickly 
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and effectively without having to go through a formal quality award (i.e. MBNQA, EFQM, SQA, 

AQA, QMEA, etc.), for example, Jones (1999); Wilson (1998); Brereton (1996). In other words, 

these awards may serve as a reliable framework for designing self-assessment tool to assess 

the quality management practices of an organization. The success of self-assessment is 

dependent on many variables but with respect to Hillman's (1994) experience in helping 

organization with the self-assessment process, indicates that the variables could be grouped 

into three main elements: 

Self-Assessment = Model + Measurement + Management 

The first element, model is used as a framework for evaluating the organization's progress. At 

present, there are several models available, for example the EFQM, MBNQA, QMEA, and 

etc. Normally, elements in the models are grouped into either enablers or results. The "enablers" 

are those processes and systems that need to be in place, and manage (ready/match/ 

appropriate/fit) to deliver total quality excellence. On the other hand, the "results" provide 

measure of the actual achievement of the improvement process. In addition, these models 

provide a well-tried method and tested frameworks for evaluating organization/business 

progress and achievement that are generally accepted to form an excellent basis for identifying 

what to benchmark, evaluation and as means to facilitate comparisons both internally and 

externally. A word of caution, self-assessment results must not be used to identify scapegoats 

and build a culture based on blame and fear (Hillman, 1994). 

Self-assessment is also a means of measuring how well the organization is performing against 

each element of the quality award model. This provides a tangible output to assist with the 

evaluation of the results achieved and the identification of priorities for future improvement. 

For example, by providing data that could be used for benchmarking activities. 

Final element of self-assessment is management. A way of managing the whole self

assessment process, from selecting the model, preparing the groundwork and communicating 

the plan, to conducting the assessment and finally acting on the results of the self-assessment 

initiatives. It is also essential that top management must be committed to the assessment 

process including acting on the result in a positive way rather than seeking to apportion blame 

for any lack of progress. 

Lee and Quazi (2001) have the opinion that a reliable self-assessment model for quality 

performance should satisfy two basic conditions. First, it should measure what it is supposed 

to measure. In this case, measuring all business dimensions that are deemed to have an 

impact on overall organization's quality performance. Second, it must be able to measure 
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them correctly. In this case, it needs to provide a measurement score that is credible and 
comparable within the industry itself or across industries. Thus, using the national quality 
criteria as the framework for developing a self-assessment tool and ensuring that its scoring 
mechanism follows closely the actual national quality awards requirement would satisfy the 
above two conditions. 

They are several ways of using the quality management award model for self-assessment. 
For example: 

1. Taking the award guidelines and following these for internal use in the same way as 
prescribed in the respective guidance booklets for those organizations who are putting 
forward a formal application for the chosen award. 

2. Adjusting the criteria and/or the scoring to fit the specific situation and goals of the 
organization. 

3. Specifying the path and steps to be taken from the present situation to the end goal. 

In summary, continued improvement success means that one must continually monitor progress 
to identify what has gone well and what needs to be improved; and then develop strategies 
and action to increase the pace of improvement (Hillman 1994). In addition, self-assessment 
can also be utilized as a tool to garner effort and resources within the organization in providing 
more value to their customers and stakeholders. 

THE MALAYSIAN QUALITY MANAGEMENT EXCELLENCE AWARD 

In today's very competitive business scenario; organizations need to take a global perspective 
in meeting needs and expectations of markets and customers. This challenging business 
environment requires organizations to enhance their management practices particularly on 
strategic leadership, management of information, customer and human resources, product 
and process improvement, adoption of best practices and applications of appropriate 
technologies. 

QMEA was established by the National Productivity Corporation (NPC) (2006) can serve as a 
model to guide and provide a roadmap for organizations in their pursuit towards quality 
management excellence. This framework incorporates the necessary elements for attaining 
excellence and serves as a guide for organizations to enhance their performance. The model 
is pivoted on seven crucial criteria to achieving quality management excellence (see Figure 
3). The model is not a prescription, it does not tell us what one should do or should not do. On 
the other hand, each of the seven criteria provides guidelines on elements of one operation 
which one can use to consider what one do, how well one do it and how one is progressing 
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towards excellence. With reference to Figure 3, the total score of the Malaysian's Quality 

Management Excellence Award is 1,000 points. This score is further divided into two distinct 

groups, the enablers, which consist of 800 points and the results of 200 points. 

Top 
Management 
Leadership 
and Quality 

Management 

Use of Quality Data and Information 
(100 points) 

Human Resource Management 
(200 points) 

Customer Focus (150 points) 

Quality Assurance of External Suppliers 
(50 points) 

Process Management (100 points) 

nabler 

Quality and 
Operational 
I Business 

Results 
(200 points) 

._Result~ 

Figure 3. Malaysias Quality Management Excellence Awards Model (QMEA) 

(i) Top management leadership and Management of Quality (200 points) 

Top management is the single most important factor that drives quality management 

excellence. This is reflected through top management commitment in quality related 

activities such as strategic planning covering the following activities: top management 

diagnosis, preparation of company-wide quality plan, management of quality 

improvement teams, giving and receiving training, practice of performance appraisal 

as the norm, information and analysis of competition, formal discussion with suppliers 

and constant review of supplier information. 

(ii) Use of Quality Data and Information (100 points) 

Usage of data and information is vital in any business transactions. Right and effective 

decisions are made based on facts and figures. Organization must be able to utilize 

data and information concerning their customers' needs, products, processes and human 

resource. In today's global business environment, speed and effective information 

management could be used as a tool for competitive strategy. Examples of data: quality, 

safety, competitors, cost and benchmark data. 

47 



Baba Md. Deros, Mohd Nizam Ab. Rahman and Jaharah A. Ghani 

(iii) Human Resource Management (200 points) 

Organizations must adopt suitable human resource development (HAD) strategies and 
policies to develop their human resources, understand their employees' needs and 
requirements and most importantly to attend to their grouses. Excellent organization 
drives positive HAD initiatives particularly on training and development because training 
is an important tool for them to nurture the culture of excellence. This element describes, 
what is the organization's training budget as a percentage of payroll, career plan for 
employees, types of training and education in quality related areas, problems-solving 
skills, quality awareness, etc. In summary, it is about the organization's provisions with 
regards to employees' health, safety, moral and spiritual needs. The company needs to 
show a list of training programs attended and conducted by top management, middle 
management, and operators. 

(iv) Customer Focus (150 points) 

This element describes how the company determines current and future customer 
requirements and expectations. Questions that should be addressed include : How the 
organization ensures that customer service requirement are understood by all employees 
and translated into action; What are the follow-up activities carried out to determine 
customer satisfaction on products and/or services; How the quality of support services 
(e.g. finance, purchasing, personnel and engineering) is assessed and continuously 
improved towards meeting the quality requirement of the company; What are the ways 
and means available to increase and improve the participation of support service in 
quality activities; How the organization handles internal and external feedback, resolves 
them promptly and effectively and later uses the information for quality improvement; 
Is there a process for ensuring that complaints and comments made to different 
organization units are compiled and analyzed for overall evaluation and use wherever 
appropriate. 

(v) Quality Assurance of External Suppliers (50 points) 

Most of today's business operations are carried out on a networking basis, whereby 
organizations have to work with other organization that can manufacture the parts and 
components at lower costs. In other words, the organization that out-source must ensure 
the parts and components manufactured by their suppliers are within the allowable 
specifications and requirements. This element describes how the quality of materials 
and service supplied from external sources are assured and improved. Is there a process 
used to ensure that suppliers are meeting the organization's quality requirements? 
What are the efforts taken to improve the quality and responsiveness of suppliers? 
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Consideration should be given to partnerships, training, incentives and improved supplier 

selection. 

(vi) Process Management (100 points) 

Process management encompasses the development and effectiveness of all systems 

and processes in the organization's operations. First, they include the design, production, 

delivery, support and operational processes as well as the relationship between the 

company and the suppliers. The design process should describe how to translate 

customer requirements and technology into product and service requirements and finally 

translates these into production and delivery processes that meet the quality and 

operational performance requirements. It should also describe the co-ordination and 

integration of the design to ensure trouble free introduction and delivery of products 

and service. Second, it requires the description of the key processes, their principal 

requirements, and how they are managed to ensure that the design requirements are 

met. In addition, it should also include a description on how products and service 

performance are evaluated and improved to achieve better performance, as well as 

how the transfer of learning on products and services improvement is done to other 

organization unit and projects. 

(vii) Quality and Operational I Business Results (200 points) 

The bottom-line of all business organizations is to make money. This simply means 

managing your business organizations effectively and efficiently which will be reflected 

in your business results. On the other hand, business results must be balanced to 

cover a number of different perspectives such as customer, internal business process, 

learning and growth, and financial. For example, does your organization conduct 

management quality audit; what are the other productivity measures used in the 

organization; what are the measures used by your organization to evaluate actual and 

operational results; is there any means to indicate improvement in products, services 

quality levels, productivity performance, unit labor cost and unit production cost; what 

is the organization's quality level compared with competitors and/or appropriate 

benchmarks? 

PREVIOUS QMEA WINNERS 

QMEA awards winner are classified into four different categories. The first three categories of 

QMEA winner target for local manufacturing companies with annual sales from RM10 million 
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up to RM 100 million. The QMEA winner for category 1 is selected from the local companies 
with annual sales turnover not exceeding RM 10 million; meanwhile, for category 2 the winner 
is selected from the local companies with annual sales turnover more than RM 10 million but 
not exceeding RM 25 million; for category 3 the winner is selected from the local company 
with annual sales turnover exceeding RM 25 million to RM 100 million; and finally, category 4 
is open to both local and multinational manufacturing company with annual sales turnover 
exceeding RM 100 million. In addition, there is a special category, which is open to companies 
involved in the service sector (National Productivity Corporation, 2006). The list of companies 
that were awarded with the QMEA starting from year 2001 to year 2005 is shown in Table 1. 

Table 1. Previous QMEA Winners (2001-2005) 

Year Category I Category II Category Ill Category IV 
Open 

(Service Sector) 

2001 Ingress Engineering Pan Century Edible 
Sdn. Bhd. Oils Sdn. Bhd. 

(Special Award) 

2002 Shamby Food Azman Hamzah Kein Hing Industry Sime Tyres Samsung SDI 
Industries Sdn. Bhd. Plastik Sdn. Bhd. Sdn. Bhd. International (M) (M) Bhd. 

(Special Award) Sdn. Bhd. 

2003 Masasinar Holdings ABX Express Automotive Perusahaan Tioxide (M) 
Sdn. Bhd. Sdn. Bhd. Industries Otomobil Nasional Sdn. Bhd. 

(Special Award) Sdn. Bhd. Berhad (PROTON) 

2004 lpoh Specialist Maybank Berhad 
Hospital 

2005 Semasa Central ABX Express Puteri Specialist Advanced Micro 
Sdn. Bhd. Sdn. Bhd. Hospital Devices Export 

(Special Award) Sdn. Bhd. 

SKF Bearing 
Industries (M) 

Sdn. Bhd. 
(Special Award) 

Source: National Productivity Corporation (2006) 

DISCUSSION OF SELF-ASSESSMENT RESULTS 

This section describes the results of three self-assessment evaluations on quality performance 
in accordance to the QMEA criteria conducted in a manufacturing company. The three self
assessment evaluations will be presented and compared by using graphs and bar charts to 
show the differences between them. Discussions conducted will focus on each QMEA criteria 
with respect to the factors that had influenced the results and the performance class shown in 
Table 2. 
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Table 2. Performance Class With Respect to QMEA Criteria 

Total Score >850 to 1000 >700 to 850 >550 to 700 >400 to 550 >250 to 400 <250 

Performance Excellence Very good Good Average Poor Very Poor 
Class 

In this study, the manufacturing company had conducted three self-assessment evaluations.The 

first evaluation was conducted on 11 November 2005, followed by the second on 7 February 

2006 and the final evaluation was done on 8 May 2006. The space of time between each 

evaluation was approximately 3 months. Table 3, Table 4 and Table 5 respectively shows the 

results of three self-assessment evaluations conducted in a manufacturing company. 

Table 3. Results of the First Self-Assessment Evaluation 

Final Score Maximum Score _ESc_ x 100 
Criteria Criteria (FSC) (MS) MS 

(%) 

1. Top Management Leadership & 164 200 82 
Quality Management (TML&QM) 

2. Use of Quality Data and Information (UQD&i) 72.3 100 72.3 

3. Human Resource Management (HAM) 128 200 64 

4. Customer Focus (CF) 120 150 80 

5. Quality Assurance of External Suppliers (QAES) 36 50 72 

6. Process Management (PM) 82 100 82 

7. Quality & Operational/Business Results (Q&OBR) 152 200 76 

Total Score for All the Criteria 754.3 1000 75.43 

Table 3 shows that the total overall score for all the seven QMEA criteria was 75.43 %. With 

reference to Table 1, the performance level of the manufacturing company is considered very 

good based on the total score for all QMEA criteria. In addition, Table 3 shows that Top 

Management Leadership and Quality Management together with Process Management shared 

the highest score of 82 %. It is followed closely at second place by Customer Focus at 80 % 

and Quality and Operational/Business Results at the third place of 76 %. On the other hand, 

Human Resource Management received the lowest score of 64 % to take the seventh place. 

Therefore, the first self-assessment evaluation result had showed that the manufacturing 

company is already practising the four most important QMEA criteria comprising of: Top 

Management Leadership and Quality Management; Process Management; Customer Focus; 

and Quality and Operational/Business Results. Meanwhile, Figure 4 shows the comparison 

of QMEA score criteria of the manufacturing company in the first evaluation compared with 
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the maximum QMEA score. In general, it can conclude that there are still a lot of opportunities 
for improvement with respect to the QMEA criteria. 

22·--~~~~~~~~~~~~~~~~~~~~~~~~ 

20 
18 
16 

TML&MQ UQD&I HRM CF QAES PM Q&OIBR 

TOTAL SCORE FOR ALL THE CRITERIA 
• Maximum Score Criteria QMEA 

Ell First Evaluation Score 

Figure 4. Comparison of Rrst Evaluation with Maximum Score 

Table 4 and Figure 5 represent the second self-assessment evaluation results obtained from 
the manufacturing company, which shows that the total overall score for all the seven QMEA 
criteria had risen from 75.43 % to 97.13 %. In other words, this self-assessment results shows 
a 21.70 % improvement compared with the previous evaluation. In this second self-assessment 
evaluation, the Human Resource Management shows the most significant improvement from 
64 % in the first evaluation to 98 %. The next QMEAcriteria that receives significant improvement 
is Use of Quality Data and Information with 26.16 % improvement from 72.3 % to 98.46 %. In 
general, all the seven QMEA criterias, experience some improvement compared with the first 
self-assessment evaluation. Therefore, it can be concluded that after realising their weaknesses 
in some of the QMEA criterias, the manufacturing company's top management had taken the 
corrective steps to overcome and thus improving them further. As a result of their effort, all the 
seven QMEA criterias experience quite a significant improvement to achieve more than 92 %. 
It is quite interesting that in this second self-assessment, the Customer Focus had achieved 
the maximum score of 100 %, which means that the manufacturing company's top management 
had fully aware of the importance to focus on the customer and satisfy their needs and 
requirements in manufacturing/providing their products to them. 
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Table 4. Results of the Second Self-Assessment Evaluation 

Criteria 

Top Management Leadership & 
Quality Management (TML & QM) 

Use of Quality Data and Information (UQD & I) 

Human Resource Management (HAM) 

Customer Focus (CF) 

Quality Assurance of External Suppliers (QAES) 

Process Management (PM) 

Quality & Operational/Business Results (Q&O/BR) 

Total score for all the criteria 

s 
c 
0 
R 
E 

TML&QM UQD&I HAM CF 

Final Score 
Criteria (FSC) 

192 

98.46 

196.8 

150 

46 

98 

190 

971.26 

QAES 

• Maximum Score Criteria OMEA 

Ill First Evaluation Smre. Date: 11/11/2005 

t'lil Second Evaluation Score, Date: 7/2/2006 

Maximum Score FSC x 100 
(MS) MS 

(%) 

200 96 

100 98.46 

200 98.4 

150 100 

50 92 

100 98 

200 95 

1000 97.13 

PM Q&O/BR 

Figure 5. Comparison of between first, second and maximum evaluation score 

The result of the third self-assessment evaluation shows two more criteria that experience 
one percent improvement in the final score criteria compared with the second evaluation as 
shown in Table 5 and Figure 6. These criteria are; first, Top Management Leadership and 
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Management of Quality; and second, Quality and Operational or Business Results. Meanwhile, 

the other five QMEA criterias remained with the same score as in the second self-assesment 

evaluation. In other words, the self-assessment results showed that there was not much 

change or they are the same with the previous self-assessment because all the seven 

QMEA criterias had been adopted and practiced by the manufacturing company, soon after 

discovering them during the first self-assessment evaluation. The comparison of the total 

score between the first, second and third self-assessment evaluation and the maximum 

score is shown in Figure 6. 

Table 5. Results of the Third Self-Assessment Evaluation 

Final Score Maximum Score ~ x 100 
Criteria Criteria (FSC) (MS) MS 

(%) 

1. Top Management Leadership & 
Quality Management (TML & QM) 194 200 97 

2. Use of Quality Data and Information (UQD & I) 98.46 100 98.46 

3. Human Resource Management (HRM) 196.8 200 98.4 

4. Customer Focus (CF) 150 150 100 

5. Quality Assurance of External Suppliers (QAES) 46 50 92 

6. Process Management (PM) 98 100 98 

7. Quality & Operational/Business Results 
(Q&O/BR) 192 200 96 

Total Score for All Criterias 975.26 1000 97.53 

Based on the three self-assessment evaluations results obtained, it can be concluded that the , 
manufacturing company involved in the self-assessment study had progressed from very good 

in the first self-assessment to the excellence performance class found in the second and third 

self-assessment as shown in Table 6. In the past, the company's top management believed 

his company had already achieved excellence performance in the sixth QMEA criteria but 

after the first self-assessment exercise he found that his company still have a lot of opportunities 

for further improvement. As an example, the authors had asked the company's top management 

on the reasons for tremendous improvement in business results from 76 % to 96 % during the 

6 months period. The company's top management had told the authors that they had fully 

utilised the results obtained from the first and second self-assessment evaluations to improve 

the deficiencies found in the sixth QMEA criteria (i.e. enablers) and made the appropriate 

improvements. As a result of the improvement of the sixth QMEA criteria (i.e. enablers), the 

company was able to achieved higher business processes performance. 
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Figure 6. Comparison between first, second, third and maximum evaluation score 

Table 6. Performance Class With Respect to QMEA Criteria 

Total Score >850 to 1000 >700 to 850 >550 to 700 >400 to 550 >250 to 400 <250 

Performance Excellence Very Good Good Average Poor Very Poor 

Class 

First 754.3 

Evaluation 

Second 971.26 

Evaluation 

Third 975.26 

Evaluation 

Based on the three self-assessment evaluation results obtained in the study, it can be concluded 

that the manufacturing company had improved its performance with respect to the seventh 

OMEA criteria from very good to excellence level. This phenomenon is shown in Figure 7, 

which reflects a good working environment for the manufacturing company. 
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QAES Criterion Score 

200 

160 
Q&OBR 
Criterion x TML&MQ Criterion 

-+-- Evaluation before self-assessment implementation-Nov 2005 

UQD&I 
Criterion 

- -&- - Evaluation 3 months after self-assessment implementation-Feb 2006 

~ Evaluation 6 months after self-assessment implementation- May 2006 

- -x- - QMEA Criteria Maximum Score 

Figure 7. Overall score for Three Self-Assessment Evaluations 

CONCLUSION 

The main objective of this national award is to recognize quality management excellence and 
world-class competitor status of companies in the country. The awards could also be used to 
assist other organizations (non-winners and non-applicant) a basis for benchmarking their 
own quality efforts. A self-assessment model that emulates the national quality award 
assessment criteria would be ideal as it would be applicable across most industries and 
universally accepted among organizations in the country. It had been generally recognized 
that, for any business organization to achieve a long-term success, it need to assess its overall 
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business health and then take steps to improve the business excellence measures that meet 

the needs and expectations of customers, employees, shareholders and other stakeholders. 

The enablers' found that, the quality management excellence model is primarily looking at 

how the organization is managed, whilst the results look at the achievements of the 
organizations. It is based on excellence in customer satisfaction, employee satisfaction, 
business results and impact on society, which can be achieved through leadership driving 

policy and strategy, employee management, resources management and processes 
management. For assessment purposes against the model, the business excellence criteria 

are allocated with weighting so that an organization's performance can be assessed against 
the maximum score (for example, 1,000 points as used by the QMEA). 

Most business establishments aspire to be the best in class or leaders in their respective 
markets, however, the statistics showed that only a few have managed to achieve it and those 
who have succeeded comes from the believers of culture of excellence. Self-assessment 

enables organizations to assess their management system and business performance against 
well established and accepted business excellence models (for example QMEA). The ultimate 

objective of a self-assessed quality management system is to assist the organization in its 
quest for corporate performance, business results and financial health, thus improving its 
overall business competitiveness. All these objectives could be achieved through proper 

organizational activities, increasing uniformity and conformity of repeated tasks. Finally, the 
authors hope that this article will hopefully provide a useful guidance for anyone who wants to 

use the self-assessment technique for measuring quality management performance in their 

respective organizations. 
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The research presented in this paper will be useful for quality 
practitioners, trainers and consultants when they are using 
the Quality Management Excellence Award (QMEA) model 
as a reference for measuring their quality, operational and 
business performance. The QMEA model criteria can be 
divided into two groups; namely, enablers and results. To 
improve the overall quality, operational and business results; 
first, the organization needs to improve the performance of 
six enablers, which comprise of: top management 
leadership and management of quality, use of quality data 
and information; human resource management; customer 
focus; quality assurance of external suppliers; and process 
management. It is hoped that it will lead to a better 
understanding on applying the QMEA model in an effort to 
enhance the performance of six enablers that would drive 
the overall quality, operational and business results of the 
organization. 
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