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INTRODUCTION 
 

Chambers of Commerce in countries around the world are a form of business networks that 
serve the interests of a group of businesses, support them, and enhance cooperation among 
them. They represent the commercial sector, enabling it to effectively contribute to the 
implementation of development programs and to the achievement of economic and social 
development. They also serve as a link between the government and business owners.  

 

To bring the commercial sector in Irbid Governorate to the desired level, a Chamber of 
Commerce was established in 1950 to help its affiliates serve their interests and develop, 
expand and manage their businesses. 

  

Business Associations in Jordan, including Chambers of Commerce and Industry, were 
identified as SABEQ’s entry point for developing the sectors they represent. They are 
considered to be a vehicle for cooperation between private organizations and a platform 
from which to identify and address issues with a common voice. Regional Chambers of 
Commerce and Chambers of Industry are considered to be key players in the process of 
achieving local economic growth, mainly in Irbid and Karak. 

 

InsTran’s main aim is to induce institutional transformation by enhancing the relevancy of 
these chambers so that they can act as partners in achieving SABEQ’s goals in Irbid & 
Karak. 
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MAIN OBJECTIVES 
 

Since membership is mandatory in these chambers, sustainability is not an issue. However; 
relevancy is an important factor and a key goal that the chambers should be concentrating 
their efforts and resources to achieve. The efficiency and effectiveness of these efforts could 
be measured in terms of revenue ratio splits (dues and non-dues), and the degree of 
satisfaction among members. 

 

Business Associations in Jordan, including chambers of commerce and industry, were 
identified as SABEQ’s entry point for developing the sectors they represent and are 
considered to be a vehicle for cooperation between private organizations and a platform 
from which to identify and address issues with a common voice. Regional Chambers of 
Commerce and Chambers of Industry are considered to be key players in the process of 
achieving local economic growth, mainly in Irbid and Karak. 

 

The key objective of this assignment is to conduct a thorough organizational audit of the 
regional chambers of commerce and industry. It is to utilize SABEQ’s Benchmark 
Assessment Tools to: 

1. Assess their structures, systems, procedures and resources in relevance to their 
strategic plans and membership goals. 

2. Recommend specific changes and potential technical assistance that would enhance 
the Chamber’s relevancy to its members and regions.  

 

 

METHODOLOGY 
 

To assess the institutional strengths and weaknesses of the Irbid Chamber of Commerce 
and to come up with recommendations that improve the performance of this Chamber, 
InsTran has formed a specialized work team. 

Suggested recommendations would improve the performance of this Chamber, develop the 
commercial sector in the Governorate, serve affiliated business interests, and contribute to 
the formulation of economic, financial and investment regulations and policies..  

The following comprises methodology used: 

• Review the evaluation tools and mechanisms proposed by SABEQ Program and 
revise these tools to adapt them to evaluate the Chamber in accordance with its 
current state (Appendix 1- Evaluation Tools). The evaluation tools include the 
following criteria: 

• Leadership Criterion, which includes:  

o Strategic Planning 
o Promoting democratic culture and values which contribute to achieving 

the Chamber’s mission and strategic goals.  
o Follow-up and evaluation mechanisms.  

• Human Resources Management Criterion 

o Recruitment Policies 
o Job Descriptions and Classifications 
o Training Workers and improving their Efficiency   
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o Compensations and Staff Incentives.  
o Administrative Development  
o Relations with Workers 

• Processes and Procedures Criterion 

o Managing and Streamlining Processes  
o Chamber’s relationship with Members and Affiliates 
o The Chamber’s role in supporting Women in the Commercial Sector 
o Building relationships with Partners 
o Continuous Improvement and Development 
o Advocacy 

• Knowledge Management Criterion 

• Financial Management Criterion 

• Market Study Criterion 

 

• Review all the available documents related to the Chamber’s work, such as the 
laws, (Appendix 2- Provisional Law 2003)   regulations, instructions, work plans and 
bulletins issued by the Chamber, in order to learn about the goals, tasks and services 
offered by the Chamber and its role in serving the interests of its affiliates and 
networking among different institutions.  

• Study the experiences of other similar chambers in Jordan, such as Jordan 
Chamber of Commerce and Amman Chamber of Commerce, as well as Chambers 
outside Jordan.  

• Hold meetings with the Chairman, some members of the Board of Directors, 
Chamber Director, a number of Chamber’s employees, Heads of Committees of the 
Board, the Sectoral Committees and a random sample of the General Assembly, 
taking into consideration : 

o Affiliate’s class and sector, in order to be aware of the services provided by 
the Chamber, the degree of satisfaction of the services offered, the 
procedures for providing them, development proposals  

o Chamber’s role in representing and defending the interests of small 
businesses,  

o Familiarity with the Chamber’s plans, strategies, future orientations and the 
goals they seek to achieve. (Appendix 3- List of Interviewees).  

• Analysis of the Chamber’s 2006 budget. (Appendix 4- Scanned copy of the budget  
of 2006)  

 

DESCRIPTION OF THE 
CHAMBER’S STATE 
 

A descriptive study of the state of the Chamber was conducted, using the methodology 
adopted by the Team. The Chamber’s current status was then analyzed in order to reach 
results. Proposals and recommendations that aim to help the Chamber achieve its goals, 
serve its affiliates and contribute to develop the commercial sector in the Governorate were 
prepared in light of these results.   

To this end, the Chamber was studied in terms of the following:  
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THE CHAMBER’S COMPOSITION  

 

THE CHAMBER’S BOARD OF DIRECTORS 

 

The Board of Directors consists of 12 Members, including the Chairman. Members are elected 
according to the guidelines set forth in the Chambers of Commerce Provisional Law of 2003. 
Elections are held once every four years. Members represent the interests of the General Assembly. 
The Board of Directors works voluntarily without pay. They meet once a month to discuss various 
issues related to the commercial sector, the local community and incoming and outgoing 
correspondence of the Chamber.  

According to the Chambers of Commerce Provisional Law of 2003, the Chairman and Members have 
the right to nominate themselves for an unlimited number of terms. 

 

THE BOARD’S TASKS 

According to the Chambers of Commerce Provisional Law of 2003, the following are the Chamber’s 

main tasks: 

• Managing the administrative and financial affairs of the Chamber of Commerce.  

• Implementing the Chamber’s goals and tasks.   

• Following up all the financial issues in terms of disbursement decisions, the balance sheet, 
final accounts and the annual report, and submitting them to the General Assembly for 
approval.  

• Appointing the Chamber of Commerce employees, setting their salaries and their employment 
terms and terminating their services.   

• Discussing the decisions on recruiting graduate and undergraduate trainees in the Chamber 
and their financial rewards.  

• Participating in the Committees of the Board of Directors. 

• Discussing and reviewing the minutes of the previous Board meetings and following up its 
resolutions.  

• Discussing and responding to correspondence between the Chamber and Amman Chamber 
of Commerce and the rest of the Chambers of Commerce in the Kingdom, communicating 
with the Central Bank for cash transactions and exchanging currencies that the Chamber may 
need.  

• Communicating with the International Chamber of Commerce and participating in the relevant 
local, Arab and international meetings and conferences.  

• Discussing the relevant laws and expressing opinions on them as well as submitting 
proposals to reduce the negative effects of some laws.  

• Organizing exhibitions.  

 

THE BOARD’S MAIN COMMITTEES 

 

The Board of Directors has four technical committees:  

• Financial Committee  

• Arbitration Committee 
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• Follow-up Committee  

• Media Committee  

Only two committees are activate: the Financial Committee and the Media Committee. The Financial 
Committee reviews revenues and expenditures and its member meet periodically. The Media has the 
following tasks:  

• Overseeing the issuance of the Board’s Economic Bulletin which includes; articles on different 
economic and social issues, information on the various commercial activities in the 
Governorate and other Governorates and relevant legislation and laws. The Committee 
reviews and modifies the contents of the Bulletin and approves the articles, information and 
figures contained therein. 

• Preparing media materials on the events and activities conducted by the Chamber and the 
services it offers, in order to inform affiliates and local community members about these 
activities and enable them to take advantage of them.  

• Preparing reports on the Chamber’s achievements.  

 

THE SPECIALIZED SECTORAL COMMITTEES 

 

The Chamber has divided the commercial sectors in Irbid into 9 main sectors. It has formed a number 
of specialized Sectoral Committees to study the needs of these sectors and the problems they face 
and to find ways and means of addressing these problems. These Sectoral Committees cover the 
following sectors: Foodstuffs, Fabrics, ready-made Clothing Shops, Shoes, Computers, Frozen Meat, 
Stationery, Libraries and Cars and Car parts.  Currently, these Committees are not active.  

 

GENERAL ASSEMBLY  

 

The Chamber has about 7500 affiliate members who, according to the Chamber’s Board of Directors, 
account for 63% of the total number of merchants in the Governorate. This number constitutes those 
covered by the Chamber’s services. Lack of commitment by the Municipalities to the Professional 
Licensing Law of 1999 (Article 13 obligates merchants to join the Chamber to obtain their license) 
results in the low percentage. The number of members is expected to exceed 8000 by the end of 
2007 (according to the Chamber’s Director) while cooperating with the Municipality of Irbid.  

 

THE CHAMBER’S STAFF 
 

The Chamber’s total staff is 18 employees. The Director holds a Master’s Degree; 8 employees hold a 
Bachelor's Degree; 4 employees hold a Diploma. Two employees hold a high school diploma with the 
remaining three employees hold lower secondary certificates. 

 

 

THE CHAMBER’S KEY POSTS 

 

The Chamber’s key posts include: 

• Chamber’s Director 

• Board of Director’s Secretariat  

• Secretariat, Diwan 

• Chamber's Deputy Director 

• Financial affairs: (Accountant, two Treasurers)\ 
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• Computer and Information Systems Manager 

• Guarantees Manager 

• Membership Officer 

• Responsible for Certificates of Origin  

• Press and Information Manager  

• Translation  

• Service Unit  

 

The Chamber’s staff enjoys the following benefits:  

1. Social Security. 
2. Health Insurance. 
3. Thirteenth and Fourteenth month Salaries. 

 

CHAMBER’S MEMBERSHIPS  
 

Under the Chambers of Commerce Law, the Chamber is a member of Jordan Chamber of Commerce 
where it is represented by the Chairman. In addition, a Member of the Board of Directors represents 
the Jordan Chamber of Commerce in the International Chamber of Commerce for this round.  

 

THE CHAMBER’S TASKS AND SERVICES 

• The services offered by the Chamber under the Chambers of Commerce Provisional 
Law of 2003 are:  

� Issuing Certificates of Origin for various products and approving invoices, 
signatures, guarantees and commercial documents.  

� Offering the necessary training to develop trading, businesses and small 
enterprises.   

� Contributing to the promotion of investment in its geographical jurisdiction. 

� Participating in serving the local community.  

� Resolving disputes that arise between its members or between them and the 
merchants, or between the members of the other Chambers of Commerce, 
either by a friendly settlement or by arbitration.  

� Registering membership and membership renewal services.  

� Submitting recommendation letters to the Embassies to grant visas to 
merchants.  

� Issuing membership cards to member merchants.  

� Expressing opinion on draft laws and regulations related to trade and 
submitting proposals as appropriate.  

 

SERVICES OFFERED TO CHAMBER’S AFFILIATES  

• Providing partial health insurance. The Chamber signed two agreements with King Abdullah 
University Hospital and Al-Qwasmi Hospital, under which the affiliate and his family receives 
25 percent discount on all treatments. An agreement was also reached with a laboratory to 
offer affiliates and their families a 40 percent discount on all medical tests.  

• Establishing a social solidarity fund for merchants to achieve solidarity among fund members 
in the aim of providing social welfare for their families in case of death. (Appendix 5- Scanned 
copy of the fund Regulation).     
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• Establishing a disaster fund to provide aid and interest-free loans to affected merchants, (i.e. 
in case of fire).  

• Networking commercial relations with the other countries by helping merchants obtain 
franchises.  

• Setting up an office for the Company Controller in the Chamber to serve the Chamber’s 
affiliates and other sectors as well as the citizens in the North Region.  

• Setting up an office for the Notary Public to facilitate the process of approving guarantees for 
members and citizens.   

• Providing guarding services to the main commercial markets through the Chamber’s 
cooperation with Irbid Municipality. 

• Organizing meetings and conferences with the Governorate and the Municipality to discuss 
the problems faced by the city’s merchants, such as repairing the sidewalks of some streets.  

 

KNOWLEDGE MANAGEMENT AND DISSEMINATION   
 

The Chamber seeks to provide useful information and data about the commercial sector to affiliates 
and merchants, helping them to develop their business. It does this by:  

1. Issuing a quarterly magazine under the name of “The Chamber’s Magazine”, distributed for 
free to Ministries, Government and private departments, shops and some Arab and foreign 
countries. 

2. The Chamber has a small library to serve merchants and contribute to local community 
activities.    

3. Organizing meetings between merchants and officials from Ministries and Directorates, 
Governorate Deputies and influential economic figures inside and outside the Governorate, in 
order to discuss the legislation, procedures and policies related to the commercial sector 
activities, examine the services offered and study the difficulties faced by the commercial 
sector in the Governorate.    

4. Organizing various activities, such as workshops, training programs and meetings, to improve 
the performance efficiency of the commercial sector and inform it of the latest local, regional 
and international developments. The Chamber hosts delegations at its headquarters; through 
these visits, they share information, review available investment opportunities in Irbid 
Governorate and exchange opinions on promoting trade exchange between Jordan and the 
entities represented by the delegations. 

5. Creating a computerized database that contains basic information about the Chamber’s 
affiliate members; the Chamber seeks to computerize all its services. 

6. Participating in the meetings and external conferences related to the commercial activity to 
activate trade exchange between Jordan and other countries, such as the Chamber’s 
participation in the Arab Greek Economic Forum, the meetings of the joint Saudi Jordanian 
Business Council held in Riyadh and the meetings of the council of the Union of Arab 
Chambers of Commerce. 

 

THE CHAMBER’S ROLE IN SERVING LOCAL COMMUNITY 
 

The Chamber supports local community activities by participating in organizing various 
activities and initiatives, including:  

1. Supporting the fund for university students in financial need. 

2. Providing support for needy students, a number of charities and cooperatives and the 
associations concerned with the sick and people with special needs.  

3. Providing aid for the poor during Ramadan.  
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4. Contributing to improving the city’s general appearance and developing the 
infrastructure; the Chamber built a circle in the city in cooperation with Irbid 
Municipality.  

5. Hosting the office of the Development and Employment Fund in its headquarters for a 
period of time, before the Fund rented a new building for expansion purposes.  

6. Training university and college students in select required courses. 

7. Training a number of new graduates to provide them with practical expertise that 
would help them find jobs in the labor market.  

8. Offering the Chamber’s halls for free to official institutions and civil society 
organizations to hold their various activities, and to host different events at the 
Governorate level.  

 

THE CHAMBER’S FINANCIAL PERFORMANCE 

 

THE CHAMBER’S REVENUES  

The Chamber’s total revenues in 2006 were about JD250,000, as follows:  

1. General revenues account for 96.5% of total revenues. These include:  

a. Subscription fees (78.1%), 

b. Registration fees (8.4%),  

c. Guarantees fees (7.4%), 

d. Fees of approving invoices and certificates of origin which account for 2.6%. 

2. Investment profits from rental properties owned by the Chamber and 3.5% shares.  

 

THE CHAMBER’S EXPENDITURES  

 

Total expenditures in 2006 were about JD264,000: 

• Salaries are the main source of expenditures (21% of total expenditures),  

• Chamber’s contribution to the Jordan Chamber of Commerce (14%), 

• Charitable aid and donations account for 11% and increased by 82% since 2005,  

• Depreciation accounts for 13%,  

• Other expenses account for the remaining amount (41%).  

 

The Chamber’s budget had a minor deficit in 2006, as a result of higher expenditures, especially on 
salaries and charitable aid and donations while revenues remained flat.  

 

RESULTS 
 

The study examined a number of criteria to measure the Chamber’s performance in 
achieving the goals for which it was established and in fulfilling its functions as stipulated in 
the Chambers of Commerce Provisional Law of 2003. These criteria are:    

 

LEADERSHIP CRITERION 
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The Leadership criterion is one of the most important criteria. It gauges the Chamber’s ability 
to mobilize resources and contribute to achieving results and goals. It measures the extent 
to which the Chamber achieves the following:  

• Developing a realistic strategic plan and executive work programs to maximize the 
Chamber’s contribution in achieving its goals.  

• Promoting democratic culture which supports good governance and the optimal use 
of the Chamber’s resources.  

• Developing and implementing a system to evaluate the Chamber’s performance, its 
cooperation with other institutions and the manner y which it deals with risks.    

 

STRATEGIC PLANNING 

 

The Chamber’s strategic planning process was studied, in terms of the strategic plan, including the 
vision, mission and strategic goals, in order to assess the extent to which the specified strategic goals 
have achieved the Chamber’s vision and mission. From the interviews conducted and the documents 
obtained, it was found that the planning process in the Chamber is non-existent. Members propose 
programs and activities based on their experiences and expertise and their personal desire to 
contribute to the Chamber’s success and the achievement of its goals. This led to: 

• Lack of clarity by the Board of Directors, Members, and workers regarding the Chamber’s 
future vision,  

• Poor official documentation of the Chamber’s vision and mission, which in turn resulted in the 
absence of strategic direction. The planning process is poor, and only entails annual 
forecasts of expenditures based on expected revenues.   

 

The sessions of the Chamber’s Board of Directors are routine meetings in which the incoming and 
outgoing correspondences are discussed, the decisions are made, and the financial position is 
reviewed. Strategic discussions on policy, plans and programs do not occur. 

 

PROMOTING DEMOCRATIC CULTURE AND VALUES WHICH CONTRIBUTE TO 
ACHIEVING THE CHAMBER’S MISSION AND STRATEGIC GOALS 

 

The Chamber’s Board is democratically elected according to the guidelines set forth in the Chambers 
of Commerce Provisional Law of 2003. They represent the interests of the General Assembly. The 
Boards of Directors works voluntarily without pay. The Board has four technical committees: the 
Financial Committee, the Arbitration Committee, the Follow-up Committee and the Media Committee. 
The Chamber’s Director attends the meetings of the Board of Directors but he does not have the right 
to vote. He also participates in the meetings of the technical committees.  

 

Since the law did not specify how many terms the Director may serve nor time limits for board 
membership, the current election mechanism produced repeated boards of directors controlled by 
authoritative presidents. Ths has led to a lack of development and modernization of services provided 
by the Chamber and the absence of new vision, since most members have been members on the 
Board for more than ten years.  

 

PAIN  

Despite the absence of written values, perseverance, financial transparency, assuming responsibility, 
and continuous improvement are followed. However, the Chamber does not actively prepare leaders 
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prepare new employees to take over from the older generation of employees. The Chamber has 
centralized management and powers are not delegated. 

 

FOLLOW-UP AND EVALUATION MECHANISMS  

 

The existence of a system to follow-up and evaluate performance is one of the most important 
secondary themes related to leadership. It helps determine the extent of the: 

• Chamber’s contribution to achieving the strategic goals of its members. 

• Chamber’s effectiveness and performance in identifying opportunities and areas of 
development,  

• Making and implementing decisions to strengthen the Chamber’s capacity to help its 
members,  

• Assess the Chamber’s effectiveness and cooperation in coordinating efforts with other entities 
to achieve the common goals and evaluate the Chamber’s effectiveness in managing key 
threats (risks). Yet, the current state of affairs is:  

• Weakness of institutional planning process  

• Absence of job descriptions that define functions and duties of workers.   

• Absence of Board committees to perform specific functions.   
 

All this indicates that the Chamber does not have: 

• a clear and approved follow-up and evaluation mechanism  

• a system to monitor, measure, analyze and prepare the report on the actual 
performance of all key outputs 

This resulted in the absence of a clear vision that would assist in achieving goals, determining 
priorities and managing risks.   

 

 

 

HUMAN RESOURCES MANAGEMENT CRITERION 
 

Human resources are the basis and instrument of the production process. Interviews 
conducted aimed at identifying the Chamber’s efforts to build human capital, create a 
supportive environment that encourages excellent performance by workers, and measure 
the Chamber’s effectiveness in terms of: 

• Identifying the needed human resources. 

• Developing training and development programs for employees..   

• Implementing fair and transparent policies on recruitment, rewards and 
compensations, in addition to the plans to motivate employees.  

• Designing and implementing programs to increase employee satisfaction and help in 
staff retention.  

 

RECRUITMENT POLICIES 
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The Chamber does not have clear recruitment policies that meet the needs of the institution in a 
timely manner. Employees lack the skills necessary to fulfill requirements of the job. The Board of 
Directors is the sole authority responsible for recruiting and determining salaries for all jobs. 
Additionally, there is no salary scale to ensure fairness and credibility in determining the salaries of 
workers. All the decisions related to recruiting, salaries, terminating services, bonuses and rewards 
are documented in the minutes of the Board meetings. This has led to a lack of job security and the 
lack of work contracts between the Chamber and its employees that define their rights and duties. 

 

JOB DESCRIPTIONS AND CLASSIFICATIONS 

 

The absence of written and detailed job descriptions and classifications to select and appoint 
employees and define their duties and references indicates a certain lack of professionalism and 
helps to marginalize the role of the immediate supervisor in evaluating employee performance. This  
has led to an overlap between the tasks of the Board of Directors, represented by its Chairman, and 
the tasks and powers of the Chamber Director.  

 

TRAINING WORKERS AND IMPROVING THEIR EFFICIENCY   
 

There is no approved mechanism for training workers and improving their efficiency. Training, which 
must be approved by the Chairman, is provided for employees at their request. Sometimes training is 
provided to employees in response to an invitation from a training entity to enroll one of its employees 
in a training program. Spending on training represented 0.3% of the total general administrative 
expenditure in 2006, up from zero in 2005 (Source: the Chamber’s 2006 budget).  

 

 

COMPENSATIONS AND STAFF INCENTIVES  

 

There are no transparent and effective policies for the compensations and incentives that would help 
to increase employee productivity and raise the quality of performance.  

ADMINISTRATIVE DEVELOPMENT  

 

The Chamber has no clear policy for administrative development. Instead, it relies on the initiatives 
and proposals submitted by the Chairman or some members, which often are the result of personal  
relationships and an attempt to convey local and international experiences which contribute to 
development. To meete the Chamber’s future needs it is necessary to develop and implement 
administrative development programs to enhance individual performance and improve relations 
between the Board of Directors and the Executive Administration,  

 

RELATIONS WITH WORKERS 

 

Workers in the Chamber have friendly relationships with the Board of Directors. The Chamber 
President and the Chamber Director have open door policies. This helps to open channels of 
communication and maintain a good working environment.. Despite this, there is no transparent 
mechanism to analyze employee needs, deal fairly and seriously with complaints, and regularly 
measure the employee satisfaction. It is worth noting that the Chamber allocates the necessary funds 
to social security and health insurance programs and to the thirteen and fourteen salaries for all 
workers.  
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PROCESSES AND PROCEDURES CRITERION 

 

MANAGING AND STREAMLINING PROCESSES  
 

The Chamber offers many services and activities in an easy and accessible manner. But the 
Chamber’s employees do not have maps that show the inputs, requirements and procedural steps of 
each operation. They rely on their expertise and memory in this area. There is no mechanism to 
regularly monitor the implement of these processes in order to ensure the optimal use of human 
resources in offering services in a timely and cost-effective manner.    

 

CHAMBER’S RELATIONSHIP WITH MEMBERS AND AFFILIATES 
 

As for the procedures and services offered by the Chamber to meet the expectations and needs of 
members, the interviews showed that the Chamber has no mechanism to measure member 
satisfaction, or the extent to which employees obtain feedback from members and use it to improve 
performance. There is no suggestion or complaint box through which the opinions of members and 
affiliates can be received.  

 

 

THE CHAMBER’S ROLE IN SUPPORTING WOMEN IN THE COMMERCIAL SECTOR 

 

There is no institutional mechanism to help increasing the number of businesswomen in commercial 
fields. Interviews with two new female affiliate members of the Chamber indicate that the Chamber is 
not making any effort to encourage women in the commercial sector to join the Chamber, nor it is 
trying to identify and meet their needs.  

 

To encourage women who want to engage in economic activity, raise the interests of businesswomen 
and overcome the difficulties and problems they face in their commercial, industrial and services 
business, the Chamber should assume a bigger role in encouraging women’s participation in the 
various economic sectors, expanding their role in the different commercial activities, and providing 
necessary training programs and studies.  

 

BUILDING RELATIONSHIPS WITH PARTNERS 

 

The Chamber has positive relations with all the official and civil institutions in the Governorate. It is 
represented by several councils and committees established by these institutions, which helps it to 
play a key role in the economic decision-making process at the Governorate level. The Chamber also 
enjoys good relations with the local community as it supports several official and civil society 
institutions. 

 

Building relations with the official and civil institutions is essential for maintaining their trust. This 
would help the Chamber to achieve its strategic goals. It is worth mentioning that the Chamber works 
in coordination with other institutions, such as Jordan Chamber of Commerce and Irbid Chamber of 
Industry, particularly in the areas of promoting public policies and defending the interests of the 
private sector.  

 

CONTINUOUS IMPROVEMENT AND DEVELOPMENT 
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With a view of achieving a high level of member satisfaction, the Chamber constantly seeks to meet 
the highest standard in planning and offering services, and improving efficiency, effectiveness and 
timing. The Chamber seeks to establish a center to train merchants and workers in commercial and 
administrative areas in accounting, English language skills, and other skills such as obtaining credit. It 
will soon also seek to provide electronic services for members and establish a multi-purpose 
forum/cultural center for merchants.    

 

 

LOBBYING  

 

Lobbying is defined as the strategic use of media, mobilizing votes, litigation, marketing and 
immediate action in order to support a change in economic or social policies. The Chamber has good 
relations with members and stakeholders and thus is able to build alliances, expand support for 
issues, and advocate on behalf of its members.  

 

This role becomes more evident when it comes to new economic draft laws and regulations, imposing 
taxes and international agreements. Yet, the Chamber does not have a clear strategy to explain the 
means of lobbying to reach policy-makers an influence change.  

 

KNOWLEDGE MANAGEMENT CRITERION 
 

The knowledge management criterion addresses the systems and strategies of managing 
knowledge and evaluates the institution’s understanding of managing knowledge. It also 
assesses the ability to implement a sound strategy to manage and develop knowledge 
resources, whether the Chamber effectively uses knowledge resources to achieve its 
strategic goals, and whether the Chamber disseminates the relevant information in a timely 
manner. 

 

The interviews conducted showed that this concept is not common in the Chamber, despite 
having a computer and information systems manager. The Chamber does issue a quarterly 
magazine under the name of “the Chamber’s Magazine”. This is distributed for free to 
Ministries, Government and private departments, shops, and some foreign countries. It also 
has a small library to serve merchants and contribute to local community activities, in 
addition to a computerized database that contains basic information about the Chamber’s 
members.  

 

The Chamber keeps copies of the minutes of the Board meetings, and files on individual 
members. 

 

The Chamber does not have a mechanism to maintain tacit knowledge, especially in terms 
of external participations of the Chamber’s members. While the former Chamber Director 
had great expertise, no efforts were made to transfer this expertise to the new director, 
despite the level of cooperation shown by the former director.  

 

FINANCIAL MANAGEMENT CRITERION 
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This criterion aims to identify the financial management and budget preparation . It evaluates 
the effectiveness of the Board of Directors in preparing the Chamber’s budget, allocating the 
necessary funds to achieve goals of the strategic plan, designing and implementing 
accounting systems to ensure financial accountability and prevent mismanagement, 
enabling the Chamber to optimize the use of the available resources, and analyzing the 
financial performance to upgrade and improve the budget preparing and the financial 
management.   

 

The interviews and the documents available showed that the Chamber does not prepare an 
annual budget that contains the expected expenditures and revenues and the programs and 
projects that will be implemented during the coming year. All it does in this regard is prepare 
a monthly financial position by the accountant which shows the Chamber’s financial 
situation. It is then submitted to the Board of Directors, which,  accordingly, determines the 
Chamber’s expenditures and activities. This implies the absence of financial planning, and 
the Chamber’s inability and ineffectiveness in preparing the budget and allocating the 
necessary funds to achieve the goals of the strategic plan.  

 

Expenditure is allocated in accordance with financial regulations. The General Assembly 
supervises the administrative and financial work of the Board of Directors. An external 
auditing office examines the Chamber’s budget and implementation of the articles of the 
Chambers of Commerce Provisional Law of 2003.  

 

With respect to procurement, there is a clear and defined system to buy supplies and 
services from external sources. This system is supported by sound documents and records, 
which help the Chamber monitor its expenditures. The guidelines allow the Chamber 
President to spend up to JD25. If expenditures exceed JD25, they should be submitted to 
the Board of Directors for approval.    

 

MARKET STUDY CRITERION 
 

Market studies are essential to clarify the possibility of project’s success in offering their 
products or services to as many consumers as possible, and the project’s ability to continue 
and sustain the work. Although the Chamber was established a long time ago and provides 
several services, it is still unable to provide data and information on the local and national 
commercial sector. It also lacks studies and researches in general, especially related to the 
commercial sector, such as economic feasibility studies and studies on market analysis of 
various goods and services. There is no mechanism to assess the needs of the members.  

 

 

CONCLUSION 
The Chamber of Commerce provides its services to strengthen the capacity of the private 
sector. The Chamber does this through: 

• A set of functions and services to increase economic, commercial and industrial 
activities 

• Its role in expressing opinion and presenting perceptions on the various local 
regulations and laws related to commercial activity 
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•  Strengthening relations and cooperation with local, regional and international 
entities to benefit from exchanging expertise and information  

The results of the institutional evaluation implemented by SABEQ’s team of experts revealed 
that the Chamber seeks to harness its potentials and the expertise of its managers in order 
to achieve its goals and serve the interests of its affiliates 

The evaluation results indicate the following:   

• The Chamber enjoys positive relations with all the official and civil institutions in the 
Governorate. The Chamber is represented in several councils and committees 
established by these institutions. This helps it to play a key role in the economic 
decision-making process at the Governorate level.  

• The Chamber has good relations with the local community. 

 

The most important challenges facing the Chamber in achieving its goals, which emerged 
during the evaluation process, include:  

• The weakness of the institutional structure. Work is not based on a clear strategic 
vision and plan. No organizational structure clarifies the chain of command and the 
relationship between the different units. 

• Centralized management at the Chamber has resulted in a lack of clarity of tasks and 
responsibilities. 

• Weak performance in serving affiliated members.  

• Absence of training programs for its affiliates that keep pace with the latest 
developments in business environment.  

 

 

PROPOSALS TO IMPROVE THE 
CHAMBER  
 

The following pillars are suggested for the Chamber’s improvement.  
 

FIRST: DEVELOP THE CHAMBER’S STRUCTURE BY: 

• Preparing a strategic plan, together with annual implementation work plans, that 
defines the Chamber’s future vision, strategic orientations, and roles in achieving 
national and local goals  

• Developing an organizational structure which clarifies the chain of command, 
relationships between the different units, tasks at various levels, and job descriptions.  

• Activating the Chamber’s main committees and the Sectoral committees and defining 
their tasks to enable them to provide a link between the Chamber and the affiliates.  

• Creating institutional mechanisms to help the Chamber to identify the needs of 
affiliates, monitor their problems and suggestions. Thiscoudl include establishing a 
suggestion box and/or holding periodic meetings between Board of Directors 
members and the affiliates to discuss the obstacles and problems facing the 
commercial sector in the Governorate.  
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SECOND: ESTABLISHING A BUSINESS DEVELOPMENT UNIT AND 
STRENGTHENING INSTITUTIONAL CAPACITY TO: 

• Provide training services to the Chamber’s affiliates and workers and improve their 
efficiency and productivity to support private sector enterprises. 

 

• Develop an electronic information system that provides accurate and complete 
information about the commercial and other sectors. This would be useful to the 
Chamber’s affiliates, investors, researchers and those working in the fields of trade, 
industry and production. It would enable periodic reports and studies on various 
economic issues.  

 

• Create a support services office to help affiliates develop their business by offering 
administrative and accounting services to them, and train students in this area.  

 

• Establish business incubators that encourage new initiatives for women and youth, 
contribute to their success through training and rehabilitation, and offer administrative 
and accounting services.    

 

THIRD: SUPPORT SERVICES OFFERED TO WOMEN IN THE 
COMMERCIAL SECTOR 

• Create a mechanism to encourage women in the commercial sector to join the 
Chamber and represent them in its Board of Directors. 

• Form women committees for the Board to help in studying this sector and identify 
and meet its needs and priorities. 

• Incorporate the information about businesswomen in the Governorate in the 
Chamber’s database.  

• Strengthen relations and cooperation with local, regional and international women’s 
organizations to benefit from expertise and information exchanges.  

 

The Team wishes to simultaneously implement the above mentioned recommendations. A 
revised institutional framework and qualified human resource systems would support the 
Chamber’s goals and serve the interests of its affiliates. In addition, creating the Business 
Development Unit and improving institutional capacities through a highly-equipped training 
would help to improve the services offered by the Chamber to its affiliates and to the local 
community. 
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APPENDIX 1- EVALUATION TOOLS 

 

ANNEX D. ASSOCIATION CRITERIA FOR EXCELLENCE, INC.  

 

Definitions for the Excellence, Inc. Association Criteria 

Definitions Business, professional and philanthropic associations bring together like-minded people with shared 
aspirations who volunteer their time, talent, and money to strive for a common vision of the future.  Their 
leaders attempt to create their vision by designing agreed-upon missions to accomplish sets of strategic 
objectives.  With the assistance of paid professional employees, these dues-paying members and/or 
volunteer workers of these non-governmental organizations realize their objectives by carrying out 
activities through democratically elected policy boards and working committees and by interacting with 
other groups within the civil society or within particular market sectors.  The purposes of their actions are 
to take advantage of mutual opportunities or to solve common problems. 

Business associations include organizations with members in the industrial, trade, technology, financial, 
service, and retail sectors that are dedicated to improving the nation’s business climate, thereby assisting 
their members grow and prosper. 

Professional associations, often called societies, include organizations whose members have 
professional certifications, i.e. medical doctors, lawyers, engineers, etc., and are dedicated to improving 
the individual members’ skills, knowledge, and technology. 

Philanthropic associations, often called non-governmental organization (NGOs), include charitable, 
educational, community development, health, and similar groups whose strategic objectives are carried 
out by volunteer workers and paid staff.    

Dues-paying members refer to interested individuals who invest their money in an association and   
serve also as unpaid personnel.  Often these members willingly help achieve the strategic objectives of  
the organization, investing their time, talent, and money by serving on boards and committees and  
working   on programs, projects and events. 

Volunteer workers refer to interested individuals who are unpaid personnel who willingly help achieve  
the strategic objectives of the organization by serving on boards and committees and working on  
humanitarian programs, projects and events. 

Board of directors refers to a group of members who are democratically elected by the general  
assembly of the association’s membership. These directors have the leadership, the oversight, and the 
fiduciary responsibilities for the conduct of the association’s performance.  Decisions are made by the   
rule of law and a majority vote as established by the bylaws of the association.  

The chief elected volunteer officer, usually given the title of Chairman of the Board or sometimes 
President, is democratically elected by the general assembly of the membership or by the board of 
directors and serves as moderator for board meetings. 

The chief staff officer (CSO) usually has one of the following titles: president, executive director,   
general manager, executive vice president, or similar titles.   The CSO is the top-paid executive officer 
hired by  the board and is in charge of maintaining the organization’s philosophy and administering the 
policies   and programs established by majority vote of the board of directors and by the general   
assembly of the membership.  With an employment contract approved by board, the CSO serves at the 
pleasure of the board and acts as an equal partner with the chief elected volunteer in recommending 
policy and administering programs of the association. 

The staff refers to paid employees of the association who are hired, supervised, and assigned   
exclusively by the CSO to help the volunteers achieve the organization’s strategic objectives that are 
created and approved by the board and the membership. 

 



 

SUSTAINABLE ACHIEVEMENT OF BUSINESS EXPANSION AND QUALITY (SABEQ)  19 

A. Purpose of Association Leadership Criterion and Sub-Criteria 

Criterion: Association Leadership 

Purpose This criterion examines the association leadership’s ability to mobilize resources and successfully 
contribute to member-centered, results-oriented goals. It assesses the extent to which the 
association has: 

• developed a logical, realistic strategy to guide actions and maximize contribution to 
the association’s goals;  

• created and maintained a democratic culture that supports good governance and the 
full utilization of the association’s resources; and  

• developed and implemented a system for monitoring and evaluating associational 
performance, collaboration with other associations, and risks. 

Sub-Criterion 1: Strategic Planning 

Purpose This sub-criterion examines the association’s strategic planning process, including its vision, 
mission, and strategic objectives. It assesses to what extent the association’s vision and mission 
act as effective guides for the association’s policies and actions.  It assesses the effectiveness of 
the design, review, implementation, and utilization of the strategic plan.  It also assesses whether 
the leadership has correctly identified the strategic objectives of the association’s membership to 
which it contributes, and to what extent the vision, mission, and strategic plan are in line with these 
strategic objectives.  

Sub-Criterion 2: Democratic and Supportive Culture 

Purpose This sub-criterion examines the association’s democratic culture.  It assesses the leadership’s 
effectiveness in setting and reinforcing suitable core values for the association and empowering   
the staff to achieve their potential in order enhance the association’s ability to achieve its mission 
and strategic objectives.  

Sub-Criterion 3: Monitoring and Evaluation 

Purpose This sub-criterion examines the association’s system for monitoring and evaluating its performance 
and contribution to the strategic objectives of the association’s membership.   
It assesses how effectively the association reviews and evaluates its performance, identifies 
opportunities and areas of improvement, makes decisions, and follows through on these decisions 
to enhance the association’s ability to help its membership.  It assesses how effectively it 
collaborates with other associations to coordinate outputs to achieve these common goals. It also 
assesses how effectively the association manages major threats. 

 

B. Association Leadership Assessment Factors  

B1. Sub-Criterion 1: Strategic Planning 

Factor 1: Vision and Mission 

Purpose Defining why the association exists helps its staff employees and members understand how their   
own individual and team roles contribute to achieving output targets and member-centered, results-
oriented objective.  The vision acts as a compass to guide the association, offering a clear, succinct 
expression of what an association wants to become. The mission statement identifies the 
association’s essential purpose (i.e. key roles and responsibilities) and outlines how it intends to   
fulfill this purpose. 

 

 

Specific Questions for Client No 
To some 
extent 

To a 
great 
extent 

Yes 
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• Is the association a mini-democracy? 

• Does the association have a written vision and mission  statements?  

if no, move to factor 2 : strategy  

• Is the vision well-conceived and clearly written? 

• Does the vision statement outline standards of excellence that contribute 
to achieving the association’s strategic objectives in a member-centered, 
results-focused, and transparent manner? 

• Was the association’s vision decided upon in a systematic and 
democratic way and with wide member and staff participation and 
agreement?  

• Does the association’s professional management embrace and support 
this vision?  

• Does the chairman of the board or the chief elected volunteer embrace 
and support this vision?  

• Has the vision been published and made available to the association’s 
key stakeholders?  

• Can the association demonstrate that key stakeholders support the 
vision? 

• Can the association cite specific examples of how the vision statement 
helps in making particular decisions, initiatives, or actions?  

• Does the mission statement accurately define why the association  
exists?  

• Does the mission statement outline broadly how the association intends 
to fulfill its role and purpose? 

• Is the mission statement consistent with both the association’s vision of 
excellence and its strategic objectives? 

• Was the association’s mission decided upon systematically and with  
wide member and staff participation and agreement? 

• Does the professional management embrace and support the mission?  

• Has the mission statement been published and made available to its    
key stakeholders?  

• Can the association demonstrate that key stakeholders support the 
mission? 

• Can the association cite specific examples of how the mission helps in 
making key decisions? 

   

 

Factor 2: Strategy 

Purpose  A well-developed strategic plan helps the association achieve  specific, measurable targets and 
assists in outlining the actions and timeframe for accomplishing them.      

 

Specific Questions for Client No 
To some 
extent 

To a great 
extent 

Yes 
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1. Does the association have a written strategic plan? 

if no move to B2. Sub-Criterion 2: Supportive Culture:Factor 1: Values 

2. Does the strategic plan incorporate underlying objectives that clearly link 
the association’s outputs to the members’ goals?  

3. Has the association prioritized these objectives in a manner that is 
consistent with the vision and mission?  

4. Does the association’s strategic plan include specific, measurable output 
performance targets and a specific timeframe for accomplishing them?  

5. Does the association use the strategic plan as a guide when allocating 
resources, delegating responsibilities, and creating detailed work plans to 
produce the targeted outputs?  

6. Does the strategic plan have clear objectives with detailed action plans? 

7. Is the strategic plan the result of consultation with the association’s staff?  

8. Is this strategic plan supported by the professional management?  

9. Is this strategic plan embraced and supported by the chief elected 
volunteer officer?  

10. Has the association’s strategic plan been published and made widely 
available to its key stakeholders?  

11. Can the association demonstrate that key stakeholders support the 
strategic plan? 

12. Is the strategic plan reviewed regularly to determine what, if any, changes 
are required for the association to better achieve its objectives? 

13. Does this review process generally result in changes to the strategic   
plan? 
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B2. Sub-Criterion 2: Supportive Culture 

Factor 1: Values 

Purpose The association’s values are those ethical standards, personal values, and work attitudes that 
the organization’s leaders want to encourage among its members and its paid employees.  
These values enhance the association’s ability to achieve its vision, mission, and strategic 
objectives by fostering a democratically operated organization with a culture 
of excellence.  

 

Specific Questions for Client No 
To some 
extent 

To a 
great 
extent 

Yes 

1. Has the association adopted a set of clearly defined core values? 

2. Are policy boards and committees using democratic parliamentary 
procedures a core value and a institutional methodolgy of the 
association?  

3. Are these core values appropriate for fostering a culture of excellence 
and promoting member-centered, results-focused, and transparent 
governance? 

4. Does the association actively promote the application of these core 
values?  

5. Do key stakeholders understand and approve of these core values?  

6. Do these core values permeate the on-the-job performance of the 
association’s staff?  
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 Factor 2: Staff Empowerment 

Purpose An association can empower its staff to contribute as effectively as possible to achieving 
member-centered, results-focused strategic objectives by motivating employees to strive for 
excellence and by ensuring that they have the opportunities and resources to do so.  

 

Specific Questions for Client No 
To some 
extent 

To a 
great 
extent 

Yes 

1. Do the association’s leaders recognize and systematically acknowledge 
excellent staff performance by individuals,  committees, and task forces? 

2. Are employees authorized and encouraged to respond quickly—subject 
to clear guidelines and with appropriate accountability reporting—to 
member needs and concerns?  

3. Does the association have a transparent, merit-based system of 
promotion and salary increases for the paid staff?  

4. Do the leaders think that employees generally feel that they are 
appreciated?  

5. Do the leaders actively encourage employees to be innovative and 
creative in seeking to achieve the association’s strategic objectives?  
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B3. Sub-Criterion 3: Monitoring and Evaluation 

Factor 1: Achievement of Output Targets 

Purpose An association’s leadership needs to know the extent to which it has actually achieved the 
output targets identified in its strategic plan (in terms of both quality and quantity) in order to 
determine how to improve performance.  

 

Specific Questions for Client 
No To 

some 
extent 

To a 
great 
extent 

Yes 

1. Has the chief staff officer (CSO) set performance targets for each of its 
key outputs to achieve in the current planning period or financial year?  

2. Has the CSO sub-divided these targets into sub-targets for each of the 
various areas of management and staff responsibility?  

3. Are these targets disseminated to the association’s committee chairs and 
to the staff?  

4. Does the association have a system to monitor, measure, analyze, and 
report the actual performance of each key output, both on a regular basis 
and if unusual performance is observed?  

5. Does the association regularly inform its directors, members and key 
stakeholders—and the general public—about its output performance? 
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Factor 2: Strategic Partnerships 

 Purpose Effective cooperation with key allies and other stakeholders is often critical to achieving the 
association’s strategic objectives.  Associations work with other organizations to achieve 
mutual objectives, with private-sector members and non-members to facilitate economic 
growth, and with civil society to clear obstacles and ensure results.  Encouraging this 
collaboration at committee and staff levels within the association helps leverage the 
association’s impact by combining and aligning its efforts with its strategic partners.    

 

Specific Questions for Client No To 
some 
extent 

To a 
great 
extent 

Yes 

1. Has the association’s leadership accurately identified its key 
stakeholders?  

2. Have the directors and the CSO accurately identified and understood 
the nature of stakeholder interests in its outputs?  

3. Does the CSO meet regularly with principal stakeholders, including 
partner associations, to keep them well informed and seek their 
feedback on the association’s activities, operational performance, 
current issues, policies, and any significant risks? 

4. Does the CSO also encourage staff employees to network with their 
counterparts in other associations and with colleagues in the public and 
private sectors to promote collaboration and cooperation? 

5. Is this coordination guided by formal arrangements?  

6. Where possible and appropriate, does the CSO maintain continuous 
communication with stakeholders about policy changes to avoid 
needlessly surprising them? 

7. Has the association’s leadership generally succeeded in avoiding 
surprising its stakeholders? 

8. Does the CSO have a systematic way to evaluate the potential and 
actual benefits of partnerships with other entities? 
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Factor 3: Threat  Management 

Purpose Threat management helps an association identify, understand, prioritize, and manage the 
major threats to its ability to produce results and contribute most effectively to its mission and 
strategic objectives. 

 

Specific Questions for Client No To 
some 
extent 

To a 
great 
extent 

Yes 

1. Has the association clearly identified the major risks to its outputs or to  
its members, such as legal, regulatory, or financial risks? 

 

    

 

Persons to Contact  

• Chief Elected Volunteer, usually the Chair of the Board or the President 

• Chief Staff Officer, usually called Executive Director 

• Members of the Board of the association 

• Committee Chairs of the association  

• Random selection of paid staff at different levels of the association 

• Random selection of dues-paying members of the association 
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C. Leadership Assessment Indicators 

C1. Sub-Criterion 1: Strategic Planning  

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Vision and Mission 

1  The association’s vision and missiondescribes 
what it wants to become, captures its aims of 
excellence in carrying out its role, is consistent 
with its strategic objectives, and is supported by 
the chief elected volunteer officer and the 
membership.  

  
 

        

Factor 2: Strategy  

1 The association’s strategic plan accurately 
defines its strategic objectives, outputs, and 
relative priorities, and is consistent with the 
association’s vision and members’ interests.  

           

 



 

SUSTAINABLE ACHIEVEMENT OF BUSINESS EXPANSION AND QUALITY (SABEQ)  28 

C2. Sub-Criterion 2: Supportive Culture  

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 
4 

5 6 7 8 9 10 

Total 
Score 

Factor 1: Values  

1 The association’s core values are appropriate, 
focused on achieving excellence, and promote 
member-centered, results-focused, and 
transparent governance.   

           

2 These core values are widely understood and 
embraced by all levels of the association, and 
permeate the on-the-job behavior of the 
association’s entire staff. 

           

Factor 2: Staff Empowerment 

1 The association’s staff employees generally 
believe that they have been delegated enough 
responsibility and authority to fill their role in 
achieving the association’s strategic objectives.  

           

2 The association follows a staff management 
philosophy that consistently recognizes and 
acknowledges excellent staff performance, 
encourages staff to be innovative and creative in 
achieving the association’s strategic objectives, 
and understands the importance of creating 
opportunities for staff to realize their full potential. 

           

3  The association’s staff promotion and 
appointment system is transparent and 
merit -based. 
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C3. Sub-Criterion 3: Monitoring and Evaluation   

Factor 1: Achievement of Output Targets 

1  The association uses performance targets as a 
transparent basis to direct and assess the 
performance of each of its key output types at    
all levels within the association.  

           

The association’s output performance targets   
are specified clearly in terms of both: 

• Quality standards; and 

          
2  

• Quantity standards based on transparent, 
realistic assumptions 

          

 

3  The association systematically monitors, 
assesses, and reports on its output performance, 
both regularly and on an exceptions basis.  

           

Factor 2: Strategic Partnerships 

1  The association’s leadership has identified and 
built alliances with other organizaitons with   
similar strategic objectives. 

           

2  The CSO works closely with principal 
stakeholders, including partner associations, 
keeping them well informed and seeking their 
cooperation on the association’s activities and 
current issues. 

           

3  The CSO encourages members and staff 
employees  to network with their counterparts in 
other associations to promote teamwork and 
cooperation. 

           

Factor 3: Threat  Management 

1  The association has identified and understands 
the major threats to its ability to achieve its 
mission and strategic objectives. 

           

2  The CSO has a strategy for managing these 
threats with a clearly documented strategy and 
plan of action. 
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 Leadership Scored Items 

Sub Criterion  1: Strategic Planning  

Factor 1: Vision and Mission 

Score Definition 

0 Does not exist: The association has no vision or mission statement. 

1-2 Poor: The association has a vision and/or a mission statement, but they are vague and reveal 
little about what the association wishes to become or its broad strategy for fulfilling its purpose.  
They are either unwritten/unofficial or not well written.  They are inconsistent or unconnected 
with the association’s strategic objectives, and do not place a clear emphasis on excellence.  
The staff was not involved in the development of the vision.  The staff is largely unaware of the 
association’s vision and mission, and the association has not made an attempt to promote any 
understanding of how they relate to individual roles.  There is little or no awareness of them 
outside the association. 

3-5 Fair: The association has written vision and mission statements that mention specific objectives, 
values, and actions, but may be vague in defining the association’s guiding purpose or present 
an outdated overall strategy.  The vision and mission were developed largely by the leadership, 
with little or no participation from the staff.  The association has made some attempt to promote 
these documents within the association’s membership, but there is still widespread 
misunderstanding and/or disinterest among general members.  There is little or no awareness  
of them outside the association.   

6-8 Good: The association has clear vision and mission statements that capture the association’s 
aims of excellence and its broad strategy for fulfilling its role.  These documents are generally 
consistent with the association’s current legal mandate.  The process by which the vision and 
mission were conceived was generally inclusive, involving some staff of the association.  The 
association promotes these documents within the association, and members generally 
understand and accept them.  There is some awareness of and support for the vision among 
key stakeholders.  The leaders demonstrate some understanding of the need to enact the  
vision and mission by using them as a guide in decision-making. 

9-10 Excellent: The association’s vision and mission are the compass that guide the association.  
They are well-conceived, clearly written, and up-to-date.  They capture the association’s aims   
of excellence in carrying out its role, clearly outline how the association intends to fulfill its 
purpose, and are consistent with its strategic objectives.  They are clearly supported by the 
membership and the key stakeholders.  The documents were created through a participatory 
process within the association, and there is widespread awareness, understanding, and 
acceptance of the vision and mission among the staff and the general membership.  The 
association can demonstrate how the vision and mission statements guide the association 
by citing examples of how the vision has informed recent decisions, initiatives, and actions. 
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Factor 2: Strategy 

Score Definition 

0 Does not exist: The association has not defined its objectives or developed a strategic plan. 

1-2 Poor:  The association has a plan, but it is not strategic or useful for decision-making, having 
failed to define specific objectives and timeframes for meeting them.  It is not clearly linked to 
the vision and  mission.  Little or no attempt has been made to review or update the plan.   

3-5 Fair: The association has a strategic plan and its mission is broken down into specific  
objectives, but they may not be prioritized, and their link to specific outputs may be unclear.  
Some committees within the association have developed more detailed work plans that 
elaborate on specific objectives of the strategic plan, but this practice is not institutionalized.  
The plan was developed with limited participation of the staff and members, which are   
generally aware of the strategic plan but uncertain as to how it affects their work.  The strategic 
plan is  not well-known outside the association.  The association may review its strategic plan, 
but on  an irregular  basis, and the results of the review may be only marginally useful for 
updating the plan.    

6-8 Good: The association has a strategic plan that breaks down the association’s mission into 
specific objectives, including measurable performance targets and a timeframe for meeting 
them.  It was developed with some participation from the staff and members are generally  
aware of its purpose and its impact on their businesses.  The staff generally understands the 
objectives toward which they are working, and most committees within the association have 
more specific action plans.  The association has made some attempt to publicize it among key 
stakeholders.  The association reviews the plan on a fairly regular basis with fairly useful  
results, which are used to some extent to update the plan.        

9-10 Excellent: The association’s strategic plan effectively translates the association’s vision and 
mission into tangible, realistic objectives.  It clearly outlines and prioritizes specific objectives, 
and defines measurable performance targets.  The association uses the strategic plan and 
associated action or work plans to decide on output targets for the planning period, allocate 
resources, and delegate responsibilities.  The strategic plan was developed with the 
participation of the staff and is understood and supported throughout the association’s 
membership.  The association’s leaders thoroughly review the strategic plan on a regular   
basis, and use the results of this review to update the plan and enhance the association’s   
ability to achieve its objectives.  
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Sub-Criterion 2: Supportive Culture 

Factor 1: Values 

Score Definition 

0 Does not exist: The association does not have shared values, written or understood, or the 
values are wholly inappropriate and foster a negative, uncooperative work environment. 

1-2 Poor:  There is some evidence of shared values among the staff and the membership, but core 
values do not exist at the associational level and there is little attempt on the part of leadership 
to foster them.   

3-5 Fair: The association has some identifiable core values, but they may not be in writing or   
clearly defined.  The staff may be aware of these values, but not yet have a common 
understanding of them.  While these values may influence individual performance, they are not 
well-developed or widely accepted enough to help make decisions. 

6-8 Good:  The association has a written set of official core values that are appropriate for fostering 
excellence.  The values are well-known, widely understood, and generally accepted among the 
members and the staff.  Most values are well-reflected in performance at both the individual   
and associational level.  The association makes an effort to promote these core values among 
the staff and the membership and stakeholders are aware of them.         

9-10 Excellent: Core values that promote excellence permeate performance of the association.  
These values are clearly defined in writing, and are appropriate for an association that strives   
to be member-centered, results-focused, and transparent in its governance.  The leadership 
embodies these values, the staff consciously embraces them, and the members approve of 
them.  These values guide decisions as well as day-to-day actions, and define interactions 
among staff as well as between staff and the members. 
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Factor 2: Staff Empowerment 

Score Definition 

0 Does not exist: ?? 

1-2 Poor: The chief staff officer  (CSO) has little understanding of the need to empower his or her 
staff and makes little effort to ensure that employees are able to contribute effectively to 
achieving the association’s objectives.  Employees are unmotivated.  They report feeling 
constrained and unable to perform their jobs effectively.  This is true particularly for those who 
deal with members or the general public on a daily basis.  They do not feel encouraged to 
develop their potential or contribute in a meaningful way to improving associational 
performance.  Personal prejudices permeate the promotion system. 

3-5 Fair: The CSO understands to some degree the need to delegate sufficient responsibility and 
resources to the staff, but decision-making authority is still largely concentrated in the CSO, 
compromising the association’s efficiency.  Staff employees are able to perform their jobs with 
a certain degree of effectiveness and may generally have the appropriate resources to do so, 
but do not feel particularly encouraged to be creative or innovative in seeking to achieve the 
association’s objectives.  The CSO offers some opportunities to develop staff potential, but 
these do not typically include opportunities for enhancing their ability to make decisions or 
solve problems.  The CSO has no policy for systematically acknowledging and rewarding 
excellent staff performance, and recognition is given inconsistently.  The promotion system is 
theoretically merit-based, but in practice personal prejudices still play 
a role.      

6-8 Good: The CSO understands the importance of empowering staff, and has made significant 
efforts to delegate authority and deploy resources to enable staff to contribute more efficiently 
and effectively.  The CSO generally encourages staff to take the initiative when faced with   
new challenges, and seeks to acknowledge and reward excellent performance.  The CSO has 
made an effort to create a variety of opportunities for employees to develop their potential.  
Promotions and appointments are awarded largely based on merit.    

9-10 Excellent: The association’s employees are innovative, creative, and proactive in helping the 
association meet its objectives.  They have sufficient authority and resources to carry out their 
responsibilities effectively, and feel empowered to take calculated risks.  They feel that their 
efforts are appreciated by the leaders of the association. They have the opportunity to develop 
their potential in a variety of ways, including offering skill-building training and enabling staff to 
participate in projects that broaden their experience and understanding of the association’s 
work.  The board and the CSO have developed equitable and motivational ways to 
acknowledge and reward excellent staff performance.  The promotion system is sufficiently 
transparent to prevent bias and avoid the perception of favoritism.    
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Sub-Criterion 3: Monitoring and Evaluation 

Factor 1: Achievement of Output Targets 

Score Definition 

0 Does not exist:  

1-2 Poor:   

3-5 Fair:  

6-8 Good:  

9-10 Excellent:  

Factor 2: Strategic Partnerships 

Score Definition 

0 Does not exist:  

1-2 Poor:   

3-5 Fair:  

6-8 Good:  

9-10 Excellent:  

Factor 3: Threat Management 

Score Definition 

0 Does not exist:  

1-2 Poor:   

3-5 Fair:  

6-8 Good:  

9-10 Excellent:  
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A. Purpose of Human Resource Capital Criterion and Sub-Criteria  

Criterion: Association Human Resource Capital 

Purpose The Human Resource Capital criterion examines the association’s efforts to build and 
maintain a supportive environment that encourages excellent performance from paid staff 
employees.  It assesses how effectively the association: 

• plans workforce supply to meet current and anticipated demand for paid staff;  

• implements paid employee training and development programs that meet the 
association’s needs;  

• applies fair and transparent employment policies and implements 
reward/compensation schemes to motivate its paid employees; and 

• designs and implements programs that promote employee satisfaction and 
retention. 

Sub-Criterion 1: Management 

Purpose This sub-criterion examines the association’s recruitment, selection, supervisory, and 
placement policies. It assesses the extent to which these policies are designed to employ 
qualified human resources in the appropriate jobs in a timely fashion. It assesses how well 
the association uses results-based job descriptions to plan activities such as recruiting, 
training, and evaluating employees.  It also assesses for paid employees the accuracy, 
transparency, and fairness of salary scales and job grading, compensation and rewards 
policies, results-based employee performance appraisal systems, and other workforce 
policies and practices.   

Sub-Criterion 2: Planning 

Purpose This sub-criterion examines the association’s human capital forecasting and planning 
procedures and policies.  It assesses how accurately the association anticipates future 
staffing needs to ensure that the available workforce is sufficient for meeting the objectives  
of the strategic plan.  

Sub-Criterion 3: Training and Development 

Purpose This sub-criterion examines the association’s programs for enhancing the skills and 
competencies of its workers, as well as its paid staff.  It assesses how accurately the 
association identifies training and development needs, and to what extent these needs are 
prioritized to help the association achieve results.  It also assesses how effectively training 
and development programs are designed, implemented, and reviewed to enhance the 
association’s overall performance and productivity. 

Sub-Criterion 4: Workers and Paid Employee Welfare 

Purpose This sub-criterion examines the association’s strategies for enhancing paid staff employee 
satisfaction and retention.  It assesses how well the association identifies and addresses 
employee needs and concerns, and the extent to which these efforts help motivate the 
employee to continue working for the association. 
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B. Human Resource Capital Assessment Factors 

B1. Sub-Criterion 1: Management  

Factor 1: Volunteer Committee Job Descriptions 

Purpose Most associations do not have enough financial resources to pay a sufficient number of 
employees to do all the work that needs to be done, so volunteers, usually from the 
association’s membership, are recruited, trained, and motivated to carry out selected tasks in 
the organization’s strategic plans.  These volunteers usually accomplish their assigned 
responsibilities by participating on committees.  These committees are often managed and 
supported by paid staff with the volunteers doing a large percentage of  the actual work.   
Clearly written committee job descriptions are useful tools for recruiting and selecting 
association volunteers for committees and for special events.   

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Has the association written and officially adopted a clear, detailed, 
results-based job description for each committee and/or event? 

2. Do all volunteeers receive their job descriptions at the beginning 
of the program or project? 

3. Does the association use the committee job descriptions to help plan 
volunteer policies? 

    

 

Factor 2: Job Descriptions and Classifications of Paid Staff 

Purpose Clearly written job descriptions are essential tools for recruiting and selecting association staff 
employees, conducting fair and accurate performance appraisals, and identifying training 
needs.  In both large and small associations, a fair, transparent, and accurate job classification 
system that grades positions according to an overall scale is crucial to effective human capital 
planning, transparent salary grading, and fair recruitment and promotion.     

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Has the board of directors established a clear, unambiguous policy 
that the chief staff officer has exclusive supervisory responsiblities for 
all paid employees of the association? 

2. Has the association written a clear, detailed, results-based job 
description for each paid staff position? 

3. Do all employees receive their job descriptions at the beginning of 
their employment? 

    

 

Documents Required • Job description 

• Job classification table 
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Factor 3: Employment of Paid Staff 

Purpose Excellent employment policies ensure that the association’s staffing needs are filled 
in a timely manner by applicants whose talents, competencies, and skills match the job 
requirements, and that the process is in compliance with the association’s strategic objectives 
as well as applicable legislation. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the association with a relatively large staff routinely attempt to 
recruit from within to fill vacancies before searching for applicants   
from outside the association? 

2. Does the association circulate notices of job vacancies, including the 
timeframe for recruitment, among the staff? 

3. Does the association encourage qualified staff to apply for these jobs 
as a means of career advancement and/or improving/diversifying their 
skills? 

4. Does the association have a set of clear procedures for recruiting    
and selecting potential candidates and placing new employees? 

    

 

Documents Required • Job analysis 

• Recruitment policy 

• Selection methods and forms 
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Factor 4: Performance Appraisal of Paid Employees 

Purpose An accurate and transparent appraisal system that measures employee performance against 
reasonable, tangible objectives is helpful in meeting those objectives.  Regular, results-based 
performance appraisals provide feedback that the association can use to improve its performance 
and employee satisfaction, and also help identify opportunities for rewarding excellent 
performance. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the CSO conduct a regular, results-based performance 
appraisal of all employees? 

2. Does the association with larger staffs provide training to help both 
supervisors and employees better understand and administer the 
performance appraisal process? 

3. Are employees notified of performance appraisal results in a timely 
manner? 

4. Do the results of performance appraisals have a clear effect on an 
individual’s career progression? 

5. Does the CSO use the results of performance appraisals in giving 
promotions? 

6. Does the CSO have procedures for addressing poor employee 
performance? 

    

 

Documents Required • Performance appraisal guidelines  

• Performance appraisal forms 
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Factor 5: Compensation and Incentives for Paid Employees 

Purpose Transparent, equitable, and effective compensation and incentive policies improve employee 
productivity and boost performance quality by motivating employees to strive for excellence in 
achieving the association’s strategic objectives. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Has the association established a system for rewarding excellent 
employee performance? 

2. Are the association’s job grading scale and salary ranges fair and 
transparent? 

3. Are employees' salaries based on their job grade, educational 
qualifications, experience, and workload? 

4.  Does the association have transparent, equitable, and merit -based 
policies and standards for promoting individuals? 

    

 

Documents Required • Reward system 

• Compensation schemes  

• Salary scale 

• Job grading 
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B2. Sub-Criterion 2: Planning 

Factor 1: Forecasting 

Purpose Forecasting helps the association’s CSO and chief financial officer anticipate future requirements 
for paid employees.  For paid employees these forcasts may include promotions, retirement, and 
resignations.   

 

Specific Questions for Client No 

 

To some 
extent 

To a great 
extent 

Yes 

1. Does the CSO forecast the need for paid staff using the strategic   
plan and other operational plans? 

2. Does the association keep a computerized record of the talents and 
the qualifications of current  paid staff? 

3. Does the CSO regularly compare paid staff assignments with the 
priorities of its strategic plan to determine the number and quality of 
staff the association needs to meet its strategic objectives? 

4. Does the CSO use forecasting to develop training to help paid 
employees to perform new assignments, tasks, or jobs? 

5. Does the CSO take into account the objectives of the strategic plan 
when deciding which positions to prioritize when hiring paid 
employees? 

    

 

Documents Required • Organization Chart 

• List of vacant jobs  
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B3. Sub-Criterion 3: Training and Development 

Factor 1: Paid Employee Training 

Purpose Well-designed and implemented employee training programs enhance overall organizational 
and individual performance, optimize employee productivity, and help ensure continuous 
employee satisfaction and performance improvement. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the CSO assess training needs of the association’s paid 
employees? 

2. Does the CSO or a designee regularly gather and consider feedback 
from employees and their supervisors on training needs? 

3. Are employee training plans based on the association’s strategic plan? 

4. Does the CSO focus special attention on training employees who deal 
with members? 

5. Does the CSO consider both formal training and informal methods, 
such as coaching and mentoring, when developing plans to address 
training needs? 

6. Does the association staff balance the training needs of individual 
employees with those of the association when planning training and 
career development programs?  

7. Does the CSO regularly evaluate the results of training programs? 

8. Does the CSO use the results of employee performance appraisals in 
assessing training needs? 

9. Does the CSO include funds for staff training in the association’s 
budget?  

    

 

Documents Required • Training needs analysis 

• Training plan 

• Training budget 
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 B4. Sub-Criterion 4: workers and paid Employee Welfare 

Factor 1: Employee Relations 

Purpose Caring programs and open communication channels improve employee welfare and maintain 
a healthy work environment, contributing to employee satisfaction, well-being, and motivation. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the CSO take employee complaints seriously and consider them 
fairly?   

2. Does the CSO encourage employees to contribute ideas for improving 
workplace conditions? 

3. Does the CSO analyze key program results to identify elements of the 
work environment and employee support climate that need to be 
improved? 

4. Do the association’s board and CSO analyze employee needs to plan 
and establish caring programs that are appropriate for improving 
employee welfare?   

5. Does the association board allocate sufficient funds to implement 
caring programs?  

    

 

Documents Required • Wellbeing programs for employees 
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Factor 2: Employee Retention  

Purpose Maintaining a positive, appreciative, and supportive work environment that contributes to the 
wellbeing, satisfaction, and motivation of the staff is essential for reducing staff turnover.  Retaining 
high-performing volunteers and employees is critical 
to the association’s continual improvement. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the CSO regularly attempt to measure the level of employee 
satisfaction? 

2. Does the CSO have procedures for monitoring employee satisfaction 
on an ongoing basis, such as a feedback or suggestion program or a 
policy of conducting regular field visits? 

3. Are the association’s human capital management policies and 
procedures designed to improve employee retention and decrease   
the rate of turnover? 

4. Has the association identified those key positions in each department 
that are critical to fulfilling the association’s mission?  

    

 

Documents Required • Statistics of employee turnover  

• Employee satisfaction survey 

 

Persons to Contact 

• Chief Staff Officer (CSO) 

• Personnel Manager 

• Financial Manager 

• A random selection of staff at different management levels 
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C. Human Resource Capital Assessment Indicators 

C1. Sub-Criterion 1: Management of volunteers  Paid Staff  

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Volunteer Committee Descriptions 

1 The association’s board has adopted clear job 
descriptions for each committee that it has 
established. 

           

2 Training programs have been developed that are 
specialized to meet the demands placed upon the 
association’s volunteers. 

           

Factor 2: Employment of Paid Staff 

1 The association recruits internally to utilize existing 
skills and competencies, motivate staff to strive for 
excellence, and provide employees with 
opportunities for advancement. 

           

2 The association recruitment and selection criteria 
determines proper selection of potential candidates 
(including reference checks). 

           

3 The association carries out needs assessments and 
job analyses to determine the number and quality of 
staff needed. 

           

4 The association updates job classifications. 
           

5 The association has established recruitment and 
selection policies that are linked to the association’s 
strategic objectives. 

           

6 The association internally circulates lists of  vacant 
jobs reflecting the expected period of recruitment. 

           

Factor 3: Performance Appraisals 

1 The performance management system includes 
feedback to all employees on the level of their 
performance to encourage them to enhance future 
performance levels. 

           

2 Appraisals are periodically conducted and results  
are communicated. 

           

3 Assessed information on level of performance is 
used to determine promotion and/or training needs.  
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Factor 4: Compensation and Incentives for Paid Employees 

1 The association has established and implemented 
reward systems and incentive programs that 
consider employee welfare and performance-based 
results. 

           

2 The association has aligned reward systems and 
compensation schemes with performance-related 
results, and motivated employees toward fulfilling  
the association’s and individual needs. 

           

3 The association examines and regularly updates 
reward systems, incentive programs, and 
compensation schemes to ensure alignment with   
the association’s priorities and desired outcomes. 

           

4 The association links pay and other compensation 
schemes with a performance-based management 
system, workload, and level of responsibilities. 

           

5 The association has adopted clear criteria to be 
considered in identifying job titles when preparing   
the employment budget rather than creating titles to 
respond to personal interests. 
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C2. Sub-Criterion 2: Planning  

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Forecasting 

1 Forecasts of staffing requirements are built on 
strategic requirements rather than an interest to 
supervise a large number of staff with a low volume 
of workload. 

           

2 An inventory of the types of current qualified 
employees is created to effectively meet   
operational objectives, especially with regard to 
dealing with members. 

           

3 Strategic, operational, and financial outcomes are 
reviewed and become the basis for the   
association’s human resource planning.  

           

4 Policies, programs, and procedures are developed  
to specify how employees filling each position will   
be fairly recruited, selected, trained, and 
compensated.  
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C3. Sub-Criterion 3: Training and Development  

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: paid Employee Training 

1 Training needs are analyzed for each paid job title, 
per individual capacity, and at each management 
level, including leadership training. 

           

2 Paid employee training and development are 
addressed and associated with new employee 
orientation and performance improvement. 

           

3 A methodology is used to evaluate the results of 
delivered training courses, and findings are used to 
determine cost efficiency and measure the return    
on investment in training on the association’s and 
individual performance. 

           

4 A supportive climate encourages the transfer of 
learning events into the workplace. 

           

5 Training and development plans are prepared 
according to the association’s strategic plan and 
inputs from supervisors and individuals. 

           

6 The training budget is planned based on training   
and development priorities. 
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C4. Sub-Criterion 4: Workers and Paid Employee Welfare 

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Paid Employee Relations 

1 The association conducts recognition and incentive 
programs to ensure worker satisfaction, and 
retention. 

           

2 The association secures a high level of worker 
satisfaction by listening to suggestions and 
concerns, and expressing appropriate recognition 
and appreciation. 

           

3 Key factors that affect worker morale are   
addressed. 

           

Factor 2: Paid  Employee Retention 

1 The association secures a high level of employee 
satisfaction by considering matters such as a  
friendly work environment and employee  
satisfaction. 

           

2 The association considers employee needs through 
various means, such as a suggestion program and 
“walk around” management. 

           

3 The association carries out effective  
communications with employees designed to 
improve morale and performance level. 

           

4 Employee retention rates are measured yearly and 
continuously increased. 
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A. Purpose of Association Processes Criterion and Sub-Criteria 

Criterion: Association Processes 

Purpose The Association Processes Criterion examines the design and implementation of processes that 
the association uses to manage its board, committees, and staff and to deliver key programs, 
project, and services.  It assesses how effectively the association: 

• manages its processes to meet its strategic objectives; 

• identifies member needs and expectations and designs processes to meet or 
exceed them; 

• gathers member feedback and incorporates suggestions and information into 
process design to improve member satisfaction; and 

• manages relationships with allies to help meet the association’s needs. 

Sub-Criterion 1: Process Management and Streamlining 

Purpose This sub-criterion examines how the association designs, implements, reviews, and improves its 
key activities including programs, projects, and events to ensure effective use of staff resources.  
It assesses how successfully the association controls costs, implements time management, 
integrates technology, and coordinates and tests processes to minimize, anticipate, and prevent 
problems and duplications. 

Sub-Criterion 2: Membership Relations Management  

Purpose This sub-criterion examines the association’s processes for satisfying members’ expectations.  It 
assesses the association’s ability to identify, anticipate, meet, and exceed member needs. 
It assesses how well the association understands the key elements of member satisfaction, 
including efficiency, transparency, and equal access to services. This sub-criterion assesses to 
what extent  the staff gathers and uses member feedback to continually identify and act on 
opportunities to improve outputs.  It also assesses how effectively the association manages its 
relationships with allied associations and other stakeholders.     
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B. Association Process Assessment Factors 

B1. Sub-Criterion 1: Process Management and Streamlining 

Factor 1: Process Design and Delivery 

Purpose By designing processes for managing committees, conducting events and advocacy, 
carrying out programs and projects, and for constantly monitoring their implementation, 
the association can enhance its ability to deliver services in a timely, cost-effective way. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the association staff, with committee member input, create 
process maps for each of its key activities, clearly defining the inputs, 
procedural steps, and outputs for each program, project, and/or event? 

2. Does the staff test its key processes to ensure that they are designed 
to be trouble-free and efficient? 

3. Does the day-to-day functioning of the association’s key processes 
meet key performance requirements of the strategic plan? 

4. Has the chief staff officer (CSO) studied how key processes that 
deliver different services affect each other? 

5. Does the CSO coordinate these processes to ensure that they 
complement each other and contribute towards the same goals? 

6. Does the association staff accurately assess the types and quantities 
of resources required for each key process and deploy resources 
based on this assessment?  

7. Does the CSO encourage communication and cooperation among 
different departments and levels of staff to promote understanding and 
coordination of key processes? 

8. Are procedures for monitoring and reviewing delivery results built into 
the process itself? 

9. Does the staff person responsible for a particular process measure its 
results in a transparent manner and communicate the findings 
accurately to the CSO, the staff and involved members?  

    

 

Documents Required Manual of associational processes 
Mind Map or Flow chart (mapping) of procedural steps 
Feedback post-result report 
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B2. Sub-Criterion 2: Membership Relations Management 

Factor 1: Member Needs and Expectations 

Purpose In order to provide members with excellent service, the association needs an accurate 
understanding of member requirements, expectations, and preferences. 

 

Specific Questions for Client No To 
some 
extent 

To a 
great 
extent 

Yes 

1. Does the association staff communicate effectively with members about 
its benefits?  

2. Does the association staff routinely solicit member feedback to gain a 
better understanding of their needs and expectations? 

3. Does the association staff respond to member complaints by taking 
action to improve unsatisfactory performance? 

4. Does the association staff  provide members with brochures or 
pamphlets about how to gain benefits and to access programs and 
services?  

5. Does the association staff regularly update data on member needs and 
expectations and use this data to determine changes in the  
association’s strategic plan? 

6. Does the association staff continually update processes according to 
changing member needs and expectations? 

7. Does the association staff anticipate members’ future needs and 
expectations to ensure that program, project, and event processes are 
updated before they become obsolete or inefficient? 

    

 

Documents Required Member needs analysis 
Suggestion program 
Quality circles meetings 
Pamphlets/brochures 
Instructions on how to deal with member complaints  
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Factor 2: Member Satisfaction 

Purpose Empowering staff to respond promptly and thoroughly to member inquiries and concerns is  
a key to member satisfaction.  Maintaining open channels of communication with members 
ensures that their concerns are heard and understood and helps the association improve 
the level of programs, projects, events, and services it provides. 

 

Specific Questions for Client No To 
some 
extent 

To a 
great 
extent 

Yes 

1. Has the CSO instituted training for the association’s staff to better 
respond to member inquiries and to analyze member feedback? 

2. Does the CSO ensure that the staff, particularly front-line employees, 
have the authority and resources they need to respond to member 
complaints and/or requests promptly and courteously? 

3. Does the association use modern systems, such as call centers or hot-
lines, to receive member inquiries? 

4. Does the association respond promptly to member inquiries? 

5. Does the association use a documentation system to track how it deals 
with member complaints? 

6. Does the association staff take member feedback seriously, and apply 
lessons learned when redesigning processes? 

7. Does the CSO encourage staff employees to submit suggestions for 
improving member satisfaction? 

    

 

Documents Required Surveys on member satisfaction 
Statistical report on member satisfaction 
Communication channels with members 
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Factor 3: Continuous Improvement 

Purpose Excellence in member satisfaction entails continually searching for and identifying ways in which 
the association can achieve higher standards of programming and services by improving 
efficiency, effectiveness, and timeliness. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Do the CSO and the staff  include strategies for improving member 
service, such as updating facilities, adding new programs and events or 
integrating new technology, into its strategic plan? 

2. Do the board, committees, and the CSO regularly identify and follow 
through on opportunities for improvement in the association’s   
processes for programming? 

3. Do the CSO and staff regularly identify and follow through on 
opportunities for breakthrough improvement in program design? 

4. Does the staff actively seek information and suggestions from members 
when streamlining or updating the association’s processes, and use   
this information to anticipate and avoid potential problems? 

5. Does the staff publicize the results of changes in programming 
processes?  

6. Do the CSO and the staff regularly review and update the association’s 
n performance standards to reflect improvements in programming? 

    

 

Documents Required Added value model of member services 
Performance improvement indicators  

 

Persons to Contact 

• Chief Staff Officer 

• Chief Elected Volunteer Officer 

• Staff Managers 

 



 

SUSTAINABLE ACHIEVEMENT OF BUSINESS EXPANSION AND QUALITY (SABEQ)  54 

C. Association Processes Assessment Indicators 

C1. Sub-Criterion 1: Association Process Management and Streamlining 

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Process Design and Delivery 

1 The association incorporates the changing 
requirements of members into program designs. 

           

2 Process design is tested to ensure the 
association has adequate capability for trouble-
free and timely introduction of services. 

           

3 The association meets key performance 
requirements during the ongoing operation of  
key delivery processes. 

           

4 Resources required for each process are 
determined and made available to ensure quick 
delivery of services. 

           

5 The association has established effective 
communication channels that enhance 
cooperation and understanding between 
functional units during process delivery. 

           

6 Process delivery results are transparently 
measured and built into process design. 

           

 

 

 

C2. Sub-Criterion 2: Member Relationship Management 

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Member Needs and Expectations 

1 Feedback from members is actively solicited 
through surveys and other methods to better 
identify member needs and expectations. 

           

2 The association’s staff conducts periodic 
analyses of programs, projects, and events, 
and updates data on member expectations. 

           

3 The association’s staff meets with members to 
solicit feedback and suggestions when  
attempting to improve activity design and 
processes.   

           

 

 

Factor 2: Member Satisfaction 
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Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

1 The association’s staff makes a concerted effort 
to secure a high level of member satisfaction 
through various methods, including soliciting 
periodic feedback from members and promptly 
solving their complaints. 

   
        

2 The CSO and the staff have adopted a 
methodology whereby they can learn from 
mistakes during process delivery. 

   
        

3 Proper documentation is designed to easily deal 
with member complaints or comments on the 
level of member services. 

   
        

4 Employees are empowered to respond promptly 
to member inquiries. 

   
        

Factor 3: Continuous Improvement 

1 Rules and standard operating procedures are 
established and made consistent with 
improvement initiatives. 

 
          

2 The staff uses a feedback mechanism to 
continually assess and strengthen the quality 
of programs, projects, advocacy, and events. 

 
          

3 The board and the CSO  review the processes 
and targets to seek continuous improvement. 

 
          

4 Procedural information is shared with members  
to continue the learning process. 

 
          

5 The association applies specific criteria and 
measurable indicators to encourage problem-
solving through various tools such as quality 
circles meetings, regular contact with the media, 
and on-the-job coaching for volunteers and staff. 
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A. Purpose of Association Knowledge Criterion and Sub-Criteria 

Criterion: Association Knowledge 

Purpose The Knowledge Criterion examines the association’s knowledge management systems and 
strategies.  It assesses to what extent the association: 

• understands what knowledge management entails; 

• uses a sound strategy for managing and improving knowledge resources; 

• uses its knowledge resources effectively to achieve its strategic objectives; and 

• disseminates timely, relevant information to members, employees, stakeholders, 
and other associations to build trust and cooperation. 

Sub-Criterion 1: Knowledge Operations 

Purpose This sub-criterion examines the association’s understanding of the key elements of knowledge 
management. It assesses how well the association manages its knowledge assets, including to 
what extent the association has accurately identified its vital knowledge assets, their relative 
priorities, where they are located, what the key risks to them are, and how they add value to its 
outputs. 

Sub-Criterion 2: Knowledge Impact 

Purpose This sub-criterion examines the association’s strategies for developing and using knowledge 
assets.  It assesses how effectively the association creates, captures, shares, and uses 
knowledge within it.   

Sub-Criterion 3: Association Communications and Public Policy Advocacy 

Purpose This sub-criterion examines the association’s internal and external communications activities.    
It assesses how well the internal communication’s strategy is designed and implemented to 
provide timely, relevant information to employees and the extent to which it enhances the 
association’s performance.  It assesses how well the external communications strategy is 
designed and implemented to help the association convey timely, appropriate messages to 
members and stakeholders.  
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B. Knowledge Assessment Factors 

B1. Sub-Criterion 1: Association Knowledge Operations 

Factor 1: Awareness and Commitment 

Purpose For a knowledge management system to be most effective for an association, the leadership 
and the staff must understand the concept of knowledge management (KM), and be willing  
and able to create, maintain, and use a KM system.  The board of directors and the chief staff 
officer (CSO) must be committed to its use and should encourage KM activities that support 
and promote the association’s strategic objectives.  

 

Specific Questions for Client No To 
some 
extent 

To a 
great 
extent 

Yes 

1. Has the CSO explained the concept of KM to the staff of the 
association, including how good KM practices can help the 
association meet its strategic objectives more efficiently? 

2. Is there a general understanding of the concept of KM within the 
association? 

3. Does the CSO generally understand the concept of KM and the 
requirements for maintaining an effective KM system? 

4. Does the CSO demonstrate a strong commitment to KM policy, 
guidelines, and activities? 

5. Does the CSO understand the importance of promoting KM among 
paid employees?  

6. Are the KM responsibilities of each position clearly outlined in the job 
description? 

7. Is KM explicitly included as a priority in the association’s mission 
statement and strategic objectives?   

8. Is training in the association’s knowledge management systems and 
practices available to all the staff? 

9. Does the association actively promote good knowledge management 
practices (i.e., knowledge sharing) by providing employees with both 
resources and encouragement? 

10. Does the association encourage employees to check if knowledge 
already exists within the association before trying to create it or  
obtain it from an external source? 

11. Are individuals visibly rewarded for teamwork and knowledge 
sharing? 
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B2. Sub-Criterion 2: Association Knowledge Impact   
Factor 1: Knowledge Deployment 

Purpose Developing easy-to-use systems for capturing various types of knowledge and making it 
widely available is key to effective knowledge management. Allowing time and space for 
employees to exchange information and ideas is also critical to KM.  By encouraging 
continuous knowledge sharing, the association can avoid spending time and effort to create 
knowledge or solutions that already exist, thereby improving efficiency and reducing costs. 

 

Specific Questions for Client Yes To 
some 
extent 

To a 
great 
extent 

No 

1. Does the  knowledge manager have a document management and 
archiving system, either manual or electronic? 

2. Does this system capture important and relevant internal documents  
as well as those created for external use?   

3. Does the knowledge manager have a system for archiving documents 
after a specified period of time?  

4. Does the knowledge manager capture the vital department knowledge 
of its key staff to make it more accessible in the association, for 
example by documenting it or holding internal cross-department 
trainings? 

5. Are there any restrictions on access to information that is not 
confidential or personal? 

6. Does the  knowledge manager have a means of making captured 
knowledge available to the association’s membership and to all staff 
employees, such as a library or electronic file-sharing system? 

7. Does this system include measures to protect the security, 
confidentiality, and/or integrity of the knowledge?   

8. Does the  knowledge manager have a well-structured, up-to-date 
“knowledge map” to guide the staff and members to the information 
they seek? 

9. Is this map flexible, showing the staff multiple ways to find and access 
information? 

10. Has the knowledge manager clearly designated the best resource(s) 
for particular kinds of information? 

11. Does the CSO ensure that time and space exist to stimulate ideas, 
exchange knowledge, and to learn? 

12. Do the CSO and the knowledge manager regularly bring staff together 
across normal lines of responsibility to develop and/or share 
knowledge?   

13. Does the CSO arrange for regular internal staff meetings on important 
issues or topics of broad interest or applicability? 

14. Do the CSO and the knowledge manager have an information and 
communications technology (ICT) strategy for identifying ICT needs 
and developing ICT resources for meeting the association’s strategic 
objectives? 
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15. Does the association have an effective information techology system  
to support knowledge sharing, communication,   and the association’s 
learning? 

16. Are members and employees adequately trained to take full  
advantage of this system? 

17. Do association members and employees make use of information 
through information technology resources in their daily work as 
appropriate? 
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B3. Sub-Criterion 3: Association Communications and Public Policy Advocacy 
Factor 1: Internal Communications 

Purpose A well designed and implemented internal communications strategy can enhance the paid 
employees’ performance by keeping them well informed of current administrative and 
programmatic issues, helping them feel more engaged in their work, and promoting staff 
cooperation. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the association have an internal communications strategy? 

2. Has the association assigned responsibility for internal 
communications to a specific staff employee? 

3. Does  the assigned employee have the skills necessary to plan, 
implement, and evaluate the internal communications strategy? 

4. Has the assigned employee identified the appropriate objectives, 
messages, target audience, tools, and assessment mechanisms for 
its internal communications activities?  

5. Does the CSO support internal communications efforts? 

6. Are there clear guidelines for cooperation among staff from  various 
departments devoted to internal communications?  

7. Is the internal communications assessment process centralized,  or 
are there clear guidelines for cooperation among staff from various 
departments who are devoted to communications?  

8. Does the internal communications strategy include systems for 
dealing with emerging crises?  

9. Is there a clear action plan for implementing the communications 
strategy? 

10. Does the action plan assign responsibility and define clear tasks   
and timelines for the creation and dissemination of communications 
materials? 

11. Does the association assign an adequate number of qualified 
employees and devote sufficient financial resources to implement   
the action plan? 

12. When appropriate, are internal communications tools tested prior     
to actual production to ensure that the most effective format and 
method of delivery are used?  

13. Is the internal communications strategy regularly reviewed to   
ensure that the objectives of the strategy are being met?   

14. Does the association use feedback from staff to improve the 
effectiveness of the internal communications strategy? 
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Factor 2: External Communications and Public Policy Advocacy 

Purpose A well designed and implemented external communications strategy provides members and 
other stakeholders with timely, accurate information on association activities, programs, 
advocacy issues, and services.  It also helps the association convey a positive image and build 
member and stakeholder confidence in the association’s work. 

 

Specific Questions for Client No To 
some 
extent 

To a 
great 
extent 

Yes 

1. Does the association have an external communications strategy, 
particularly in the arena of public policy advocacy? 

2. Does the association have communications and a public policy 
advocacy specialists? 

3. Do the communication and advocacy specialists have the skills 
necessary to plan, implement, advocate, and evaluate the external 
communications strategy? 

4. Has the CSO identified the appropriate objectives, issues, messages, 
target audience, tools, and assessment mechanisms for the 
association’s external communications activities?  

5. Do the board and the CSO support proactive external 
communications and public policy advocacy efforts? 

6. Is the external communications strategy dynamic enough to   
capitalize on unforeseen opportunities? 

7. Are the processes for planning, implementing, and assessing  
external communications activities centralized? 

8. Are there clear guidelines for cooperation among staff from various 
departments devoted to external communications? 

9. Is the process for implementing the external communications   
strategy centralized?   

10. Is the process for approving external communications centralized in 
the CSO?  

11. Does the external communications strategy include systems for 
dealing with emerging crises, especially in the public policy advocacy 
area?  

12. Do the communication and advocacy employees have a well-
organized KM system for researching, archiving and retrieving 
external communications and advocacy documents? 

13. Does the action plan assign responsibility, and define clear tasks   
and timelines, for the creation and dissemination of external 
communications materials? 

14. Does the association hire external service providers to carry out 
communications functions that the association cannot handle 
internally? 

15. When appropriate, are communications tools tested prior to actual 
production to ensure that the most effective format and method of 
delivery are used?  
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16. Is the external communications strategy regularly reviewed by the 
CSO to ensure that the strategic objectives of the strategy are being 
met?  

17. Does the association formally survey stakeholders to assess the 
extent to which external communications efforts help the association 
project a positive image, increase public awareness and recognition, 
and ensure that customers and other stakeholders are well informed 
of events, activities, or changes that will affect them? 

18. Does the association use feedback from staff and stakeholders to 
improve the effectiveness of the external communications strategy? 

19. Are there mechanisms, such as focus groups, in place for securing 
continuous feedback from stakeholders about communications 
activities? 

20. Does the association coordinate its communications planning with 
partner associations as appropriate?  

    

 

Persons to Contact 

• Chief Elected Volunteer (Chair of the Board or President of the Association) 

• Chief Staff Officer 

• Knowledge manager for the association 

• IT Manager 

• Communications Manager 

• Communications staff 

• Random selection of association employee 
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C.  Knowledge Management Assessment Indicators 

C1. Sub-Criterion 1: Knowledge Operations 

Poor Fair V. Good Excellent No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Awareness and Commitment 

1 The association has full awareness and 
commitment from the board of directors, the 
CSO, and the staff to operate a KM system. 

           

2 The paid staff of the association uses good KM 
practices that help achieve the strategic 
objectives of the organization.  

           

3 The CSO generally understands the concept of 
KM and is willing to allot the association’s 
resources to creating, maintaining and using  
such a system. 

           

4 The paid staff understands the importance of 
using and contributing to the KM system and  
their job descriptions include a requirement to 
participate.  

           

5 The CSO has appointed a knowledge manager, 
either formally or informally, and supports that 
paid employee in encouraging other employees 
and association members to contribute to the   
KM system. 
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C2. Sub-Criterion 2: Knowledge Impact 

Poor Fair V. Good Excellent No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Knowledge Deployment 

1 The association encourages continuous 
knowledge sharing and avoids spending time  
and effort in creating knowledge or solutions that 
already exist. 

           

2 The association’s knowledge manager has 
electronic management and archiving systems 
that capture important and relevant internal and 
external documents and vital departmental 
knowledge of key staff. 

           

3 The knowledge manager has a well-structured, 
up-to-date “knowledge map” to guide the staff  
and members to the information they seek. 

           

4 Association members and employees are 
adequately informed and trained to take full 
advantage of the KM system. 
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C3. Sub-Criterion 3: Communications and Public Policy Advocacy 

Poor Fair V. Good Excellent No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Internal Communications 

1 
The CSO has developed an internal 
communications strategy and has assigned 
responsibility for internal communications to a 
specific staff employee who has the skills and   
the motivation necessary to plan, implement,   
and evaluate the strategy. 

           

2 
The paid staff employee in charge of internal 
communications has a clear action plan for 
implementing the CSO’s strategy with assigned 
responsibility and defined tasks and timelines,   
for the creation and dissemination of 
communications materials. 

           

3 
The CSO has assigned an adequate number of 
qualified employees and has devoted sufficient 
financial resources to implement the internal 
communication action plan. 

           

Factor 2: External Communications and Public Policy Advocacy 

1 
The association has an external communications 
strategy and a  communications or public 
relations person that has the skills necessary to 
plan, implement, and evaluate the strategy. 

           

2 
The CSO has established clear guidelines for 
cooperation among staff for implementing the 
external communication strategy, which includes 
dealing with emerging crises.  

           

3 
The association staff is implementing the  
external communication program by following its 
adopted strategy and adhering to its 
management’s guidelines.  

           
 
 

4 
The association has developed a list of issues   
for their public policy advocacy program. 

           

5 
The association staff has developed research 
information that is used in their public policy 
advocacy program. 

           

6 
The association staff and the board of directors 
have developed careful strategies to implement 
needed changes in public policy. 
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A. Purpose of Association Finances Criterion and Sub-Criteria 

Criterion: Association Finances 

Purpose The Association Finances Criterion examines the association’s financial decision-making 
process, including administration and budgeting.  It assesses how effectively the 
association’s democratically elected board of directors, who are the ultimate fiduciaries, and 
the chief staff officer and the chief financial officer: 

• develops its budget and allocates funds to meet the objectives of its strategic 
plan;   

• designs and implements accounting systems that ensure financial 
accountability, prevent mismanagement, and enable the association to make 
best use of available resources; and 

• analyzes its financial performance and applies lessons learned to continually 
update and improve budgeting and financial administration. 

Sub-Criterion 1: Planning  

Purpose This sub-criterion examines the association’s budget and allocation process.  It assesses to 
what extent the association gathers sufficient, relevant information for making sound 
budgeting decisions, and how effectively the association develops the budget and allocates 
funds to achieve the objectives of the strategic plan. 

Sub-Criterion 2: Implementation 

Purpose This sub-criterion examines the association’s financial administration system. It assesses  
the effectiveness of the association’s accounting system for ensuring that funds are 
managed according to the priorities of the budget and for preventing financial 
mismanagement and corruption.  It also assesses how well the association coordinates 
its purchasing and inventory activities to ensure both the continuous availability of supplies 
and the most efficient use of cash. 

Sub-Criterion 3: Financial Assessment 

Purpose This sub-criterion examines the association’s system for reviewing and improving its 
budgeting and accounting activities.  It assesses the effectiveness of the association’s 
monitoring and evaluation system for providing continuous, critical feedback about budget 
performance.  It also assesses how well the association applies lessons learned when 
updating budget priorities and revising the budgeting process. 
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B. Association Finances Assessment Factors 

B1. Sub-Criterion 1:  Planning 

Factor 1: Projections 

Purpose Excellent financial management depends on the staff’s ability to make accurate projections 
about its activities for the coming year and beyond. Directors, who have the fudiciary 
responsibility for the association, need reliable data about the association’s expected 
revenues, well researched estimates of program costs, and a thorough understanding of the 
association’s current and future strategic objectives to make sound budgeting decisions. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the association receive and review sufficient information about 
its financial requirements, with proper methodologies and well- 
thought out assumptions, to enable its board of directors to make 
sound funding decisions? 

2. Does the association receive and review sufficient information about the 

design, execution, monitoring and evaluation processes for its projects, 

programs, or activities? 

3. Does the association do a cost/benefit analysis of each proposed project? 

4. Does the association use the results of previous years’ budgets in 
making current budgeting decisions?  

5. Does the association use the latest projection techniques and 
methods to predict its financial needs? 

6. Has the association identified what percentage of variation is 
acceptable in its financial projections? 

7. Do the directors and staff mangers who are not involved in making 
projections have confidence in the projections? 

8. Does the association have a system for forecasting revenues and  

expenditures that is appropriate for developing projections that are relevant 

to the association’s needs? 

9. Does the current budget take into consideration potential changes    
to the association’s strategy that might occur in future years? 

10. Are variances reflected in the budget? 

11. Do the directors and the CSO regulary review the budget? 

    

 

Documents Required a. Financial Projections 
b. Written Assumptions for Projections 
c. Past Three Years Financial and Budget Documents 
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 Factor 2: Budgeting and Allocation 

Purpose Budgeting and allocation are an open-ended process.  By developing a flexible, participatory 
approach to budgeting and managing and monitoring the allocation of funds on an ongoing 
basis, the association can ensure that its funds are always being used in the most effective 
and efficient way. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Is the budget prepared through a participatory process involving paid 
staff?  

2. Does the CSO review and revise priorities throughout the budgeting  

process?  

3. Do the association’s budget drafting guidelines ensure that the budget is 

aligned with the priorities of the strategic plan and action plans? 

4. Does the association take membership needs and expectations into 
consideration when developing the budget? 

5. Does the association translate member needs and expectations into 
weighted factors to ensure that they influence budgeting decisions    
in an appropriate way? 

6. Are new technological advancements that relate specifically to the 
association and its constituency taken into consideration in the 
budgeting process? 

7. Is the rationale behind funding allocation decisions well known and 

understood throughout the association? 

8. Does the association actively attempt to assess the effect of its allocation 

decisions on volunteer and employee morale?  
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B2. Sub-Criterion 2: Implementation 

Factor 1: Financial Administration 

Purpose A well developed accounting system, designed according to internationally accepted standards 
and conventions, is essential for preventing financial mismanagement and corruption. 

 

Specific Questions for Client No 

 

To some 
extent 

To a great 
extent 

Yes 

1. Do the bylaws require the association to maintain a high standard   
of financial accountability? 

2. Does the association have written policies and procedures for its 
accounting process? 

3. Are the association’s financial reports readily available to the 
membership? 

4. Are these reports made available to the members in a format and 
style that is clear and easy-to-understand even to readers who do 
not have a technical background in accounting or finance? 

5. Does the association review its accounting system annually to 
identify strengths and weaknesses?  

6. Does the association’s accounting system conform to the standards 
of international conventions of the accounting profession?  

7. Does the association have an applied cost accounting system that 
helps identify costs and assign them to the appropriate project or 
activity? 

    

 

Documents Required • Financial Documents   
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Factor 2: Purchasing 

Purpose A clear, well defined system for purchasing supplies and services from outside sources that 
involves proper documentation and recordkeeping helps the association control and monitor 
its expenditures. 

 

Specific Questions for Client No 

 

To some 
extent 

To a great 
extent 

Yes 

1. Does the association provide written documentation of proper 
purchasing methods to volunteers and staff? 

2. Does the association have procedures in place to prevent fraud and 
corruption in the purchasing process? 

3. Does the association conduct an assessment of its purchasing 
procedures as part of its regular auditing process? 

4. Does the association’s purchasing system require a paper trail for 
every purchase, including signed vouchers with matching numbers 
and receipts? 

5. Does the association have clear and effective purchasing approval 
processes? 

6. Are these processes routinely implemented at all levels of the 
association? 

7. Does the association have a formal system for ensuring that it 
receives quality services and products at the best price? 

    

 

 

Factor 3: Inventory Management 

Purpose Associations buy myriads of brochures, stationary, office supplies, and other printed material.  
Those associations involved in major trade shows, exhibitions, and events purchase displays, 
decorations, and other items that must be stored.  Proper inventory management is critical to 
ensuring that the association always has adequate supplies on hand to carry out its functions.  
It also helps the association prevent unnecessary expenses. 

 

Specific Questions for Client No 

 

To some 
extent 

To a great 
extent 

Yes 

1. Does the association have a written inventory policy that clearly 
outlines what items can and cannot be placed in inventory? 

2. Does the association periodically inventory its storage facilities to 
prevent unnecessary purchasing? 

3. Does the association link inventory management to cash flow 
management? 

4. Does the association have property insurance that covers its 
inventory? 
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B3. Sub-Criterion 3: Financial Assessment 

 

Factor 1: Monitoring and Auditing 

Purpose Constant monitoring and regular auditing of the association’s financial administration is a 
necessary safeguard against corruption and the embezzlement of members’ funds.  Effective 
monitoring and auditing systems assess the accounting staff’s performance using relevant 
indicators and compare actual outcomes with forecasted results to provide managers with 
information that can be used to update priorities and improve budgeting and funding allocation 
systems. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the association identify key indicators that are appropriate for 
assessing the effectiveness of the budgeting process? 

2. Do these indicators include measurements of the quality and quantity 
of the products or services it provides? 

3. Do these indicators include measurements that help the association 
assess the value of its outputs and compare them to the 
expenditures?  

4. Does the association assess the accuracy of its projections 
at the end of each budget year? 

5. Does the association document and update these techniques and 
methods each year? 

6. Does the association have systems for providing managers with 
updated financial information throughout the budget year? 

7. Does the association prepare comprehensive budget reports 
comparing actual expenditures and revenues to forecasted figures?   

8. Does the association generally adhere to its budget? 
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Factor 2:   Recommendations 

Purpose To ensure continuous improvement in the budgeting process, the chief staff officer, the chief 
financial officer and the board of directors must work together to apply lessons learned from 
previous budget years to the current and future financial challenges that the association faces. 

 

Specific Questions for Client No To some 
extent 

To a 
great 
extent 

Yes 

1. Does the association’s strategic plan drive its financial planning and 
administration? 

2. Does the association’s chief financial officer make formal 
recommendations to the association’s CSO and board about 
improving the budgeting process? 

3. Do the chief financial officer and the CSO ask the members for 
recommendations on how to make the association’s reports more 
readable and understandable? 

4. Does the paid staff regularly review methods of data collection to 
ensure that they provide information of practical value to the 
association? 

5. Does the chief financial officer provide the association with 
information that is useful for justifying requests for additional dues 
revenue from the membership? 

    

 

 

Persons to Contact 

• Chief Elected Volunteer Financial Officer, usually Treasurer or Chair of the Finance Committee 

• Chief Staff Officer 

• Financial Manager or Chief Accountant 

• A random selection of staff at different management levels  
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C. Finances Assessment Indicators 

C1. Sub-Criterion 1: Planning  

Poor Fair V. Good Excellent 

1 2 3 4 5 6 7 8 9 10 

Factor 1:  Projections 

1 The board of directors receives sufficient financial 
projections and the assumptions for those  
projections in order to make sound financial 
decisions. 

           

2 The board and the CSO receive and review  
sufficient financial data related to the association’s 
projects, programs, and activities. 

           

3 The chief financial officer causes cost/benefit 
analyses and revenue and expenditure projections  
to be made on each major project or program under 
consideration. 

           

Factor 2: Budgeting and Allocation 

1 The association has a flexible, participatory 

budgeting process that ensures that its funds are 

being used effectively.  

           

2. The association monitors the allocations of funds   

on an ongoing basis. 

           

3 The CSO and the chief financial officer insure that 

the association’s revenues and expenditures are 

prioritized to achieve the objectives of the strategic 

plan. 

           

4 The rationale behind association’s funding  

allocation decisions is well known and understood 

by the membership and the staff and the CSO 

actively attempt to assess the effect of the board’s 

allocation decisions on volunteer and employee 

morale. 

           

 

C2. Sub-Criterion 2: Implementation 

No. Indicators 
Poor Fair V. Good Excellent Total 

Score 

  1 2 3 4 5 6 7 8 9 10  

Factor 1: Financial Administration 

1 The association has a well developed accounting 
system that meets internationally accepted 
standards and conventions. 

     
      

2 The association’s bylaws and written policies        
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C3. Sub-Criterion 3: Financial Assessment 

Poor Fair V. Good Excellent 
No. Indicators 

1 2 3 4 5 6 7 8 9 10 

Total 
Score 

Factor 1: Monitoring and Auditing 

1 The chief financial officer constantly monitors and 
regularly audits the financial administration as a 
necessary safeguard against corruption and the 
embezzlement of members’ funds.   

           

2 The chief financial officer has systems for providing 
committee volunteers and staff with updated  
financial information throughout the budget year   
and prepares comprehensive budget reports 
comparing actual expenditures and revenues to 
forecasted figures.   

           

3 The association generally adheres to its annual 
budget. 

           

Factor 2: Recommendations 

1 The association’s strategic plan drives its financial 
planning and administration. 

           

2 The chief financial officer provides the information   
to the CSO and the board of directors that is useful 
for justifying requests for additional dues revenue 
from the membership or for the implementation of 
new non-dues revenue sources. 

           

require a high standard of financial accountability. 

3 The association has specific accounting devices to 
help in avoiding financial mismanagement and 
corruption. 

     
      

4 The association has a cost accounting system that 
applies revenues and costs to specific projects and 
programs. 

     
      

Factor 2: Purchasing 

1 The association has a clear, well defined system    
for purchasing supplies and services from outside 
sources. The system involves proper   
documentation and recordkeeping that helps the 
association control and monitor its expenditures. 

    
       

2 The association’s purchasing system requires a 
paper trail for every purchase, including signed 
vouchers with matching numbers and receipts. 

    
       

Factor 3: Inventory Management 

1 The association has written policies that clearly 
outline what items can and cannot be placed in 
inventory and periodically investigates its storage 
facilities to prevent against unnecessary   
purchasing. 
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APPENDIX 2- PROVISIONAL LAW 2003 

 

 ��� �����	 
����	 ��� �����70 ���� 2003  

 �����	 ��� ������	3255
�����	 ��� ��  ��� ������	 4606 ����� 2003/6/16  

 

  

 
����	1  

    ����!�	 	"# ���� )     ���� 
����	 ��� �����2003 (        ������	 
�����	 &' (��� ���� �� )� *�+��

.  

  

 
����	2  

                 *�- �� �� (���	 �.� ���/��	 &��+��	 ����!�	 	"# &' ���� ��0�� �����	 �	���+�	� ����1�� ��1�

��� ��� ����!�	2�" .  

 
�	3��	 : 
����	� ������	 
�	3�.  

 ��3��	 : 
����	� ������	 ��3�.  

 �'�5�	 : ���6	 
��� �'��.  

 ���+�	 �7�.�	 : �'�5�� ���+�	 �7�.�	.  

 8����	 : �'�5�	 
�	�	 8���.  

 8�7��	 : 8����	 8�7�.  

 ������	 ��5�	 : 
����	 &' �.��� 9��	 ��� ����� �'�� :;)23 ( ����!�	 	"# ��.  

  
����	 :              <��0-��� *�-+���	 :���-�	 
����	 ����� ��1�6 �!'� ������	� �����	 ������	 *���6	

 ������	  

 <���.1�	� *����	� ������	�.  

   :����	 =�>!�	 :             ��� ��1 
����	 =	��	 �� �01	 �	 =�� &' ����+�	 �������	� ��1���	 =����

 ��?��	 �@!��  
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�	 ����!�	 	"# ��1�6 �!'� ����.  

   ������	 ������	 :             :��-� =�>� &' *�+� 
����	 &���6	 �.@�� ����' ����� �	 �1�� :;

 *����	 �.����	�� ��+�  

 �01�' ����� �6	 ���/.  

   
��5��	 ������	 :             :��-� =�>� &' *�+� 
����	 &���6	 �.@�� ����' ����� �	 �1�� :;

���	�� ��+� *����	 �.�  

 ����� �6	 ���/ �� *!�.  

  

 
����	3  

  ; .      ��� �'�� �1����	 &' ��� )    ���6	 
��� �'�� (      &��� *A!�	 �	" ������	 ���/�� B�

 (".� �.�� :�	�	�  

             �.'	�#	 C�!�� ��3A�	 ������!�	 ��'���	 B���� ���!�	� ���!���	 ���� ���!���	 *	��6	 2�� ����	

�� �	��	 2�" &' �  

                &-' �-.�� D�-��� &-@�!�	 C� �.�� ������	� ���.�	� �	������	 *���� E	��6	� ��!+�	

 :	 ��7�@!�	 �	<	��6	  

 ���5�	 (".� )�1� ����.  

D . ���� ����� &' �'�5�	 31�� ��1�.  

  

 
����	4  

 &�� �� C�!� ��	 �'�5�	 ��.:  

  ; .    �+��	 ������	 ��� &' �1�����	           �-�3A�	 >->/�	� ����	�-�6	 B@� &'� 
����	 =�>!� �!

 �#"����.  

D . �#���>� 
����	 ���� &' �1�����	.  

F . 
��5��	 �������	� ������	 �������	 G���� �����.  

� . �����6	� ����+�	 
����	 ���� �	���6	 ���� �.���� ������	 ��5�	 ��� ���+�	 3�3+.  
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-# .�+�	 �#��.� C���� ������	 ��5�	 �	��� 3�3+ ��� *.  

  

 
����	5  

 �����	 ��.��	 �.'	�#	 C�!� *��� &' �'�5�	 ���:  

  ; .              ��� �	 ����� H �.� :; ���	 ������	 ��5�	� 
��5��	 �������	� ������	 �������	 *�0�

 �1����	 */	� H �����  

 �.���/ �	.  

D .    ��.��	 B� �1�����	          ������	 �>��6	 &'� ������6	� ������	 �	�����	 �!� &' ��A+�	 �	"

 �	" ������	� ����+�	�  

 �.��?�� :����6	� :����	 B��>�	.  

F . �.0���� �#���� 
������ ��A+�	 �	" I����	� ���	����� ���!�	.  

� .      ��� �.����� 
������ �!�+��	 �	<���6	� �����+��	 B��      31�� <���	� �.� ����	 ���3� �.0�

 ��'�� �����+���  

              �-���+�	� �-����6	 �����+��	 31	�� B� ���+��� 2�"� ����6	� 
������ �!�+��	 J�	���	 I��	

 B� C������� ������	�  

 ������	 ��5�	.  

-# .       �?�6	� ���	�!�	 �������� ��7�!�	 ��+������ ���/�	 ����!��	 ���! 
������ ��A+�	 �	" �

 ����6	�.  

� .                 <	��/��-� �-��5�	 ("-.� ���+-�6	� �����-�6	� �-.�� ������	 ���!�	� �����	 
�����	 ���!

 �������6	�.  

3 . �.'	�#�� ��A� �	" K�/	 ��.� :;.  

  

 
����	6  

 
�	�	 8���� ���� �7�# �� �'�5�	 ���.  
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����	7  

 ���+�	 �7�.�	:  

  

               *1 �� ���0�� �+��	� ������	 ��5�	 
�	�	 8���� <�@�	� <���� �� �'�5�� ���+�	 �7�.�	 ��1

                �����	 *0���	 �#��	 ��1� �	 ��� =�>!�	 2�" &' �������	 <�@�6	 �� �.��/�	 �� :��� =�>�

 ����	 &' )��	)2 ( 
�!��	 �� ) ; ( 
����	 ��)14 ( ����!�	 	"# ��.  

  

 
����	8  

 �����	 ����A��	 �'�5�� ���+�	 �7�.�	 8���:  

 ; . 8����	 �� �.��	 ���!��	 �'�5�	 ����� ������.  

D . �'�5�� ������	 ��3	���	 =���� �	��	.  

F . �'�5�� �����+�	 ���	3���	� ����/�	 �������	� 8����	 *���	 �� :����	 ���!�	 �	��	.  

� .�� &����� ������ C��� ���+ )��+	 ����� �'�5�	 ������ C��.  

-# . �.���� ��3A�	 ������	 "�/	� 8����	 �.��� �.@�+� &�	 ���6	 ������.  

  

 
����	9  

  ; .                  ��#��-�� ��"-��	 ��-�3�	� ��1��	 &' ��� *1 *�6	 ��� 
�� ����� �����	 ���+�	 �7�.�	 �!+

 D����	 ��1�� 8����	  

  �@�� �.����6 &����!�	                ���-� *A-/ D����	 	"# �'	�� �� 	"	� �.7�@�	 &0�0 �� *!� 6 �� �

 �����	 ����	 �� 
��	�  

                 H *�6	 =�-��A� �����	 �����	 �� ���� ��� ���/ ��� ��3 6 
�� =���6	 *���' =���A�

 
����	 ���� ��1��  

         �	 =���A� D����	 ��1�� H ����� ������ ������ ������ &'        ��-� ��-1 �-�.� ������� &��0

 ��@��	.  

D .*�6	 ��� ���@���	 <�@�6	 �	��	 ���01�� :��+�	 �.����	 &' �.	�	�� ���+�	 �7�.�	 "/.  
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����	10  

 ; . ������	 ������	 �� :; &' ���+� ���	 &' �?��� :��� ��� =���	 �!� ���+�	 �7�.�� 3���:  

1 .� 
���@ 8����	 K	� 	"	 2�".  

2 .         �� 8����	 ��	 ��!� &>/ D�> ��� <���)25 (%     �-��� H *�6	 ��� ���+�	 �7�.�	 <�@�	 ��

 ("# &' 8����	  

                 �	 �>��-� D�>�	 	".� )��� ���� �� *�� ��� ����� *A/ =���A� ���+�	 �7�.�	 
��� �����	

 ("# ��@  

 =���6	 *���	 *��� 
����	.  

D .    	 &' I���	 3��� 6             �-� =���6	 �!� &�	 *7����	 ��� &' ���+�	 �7�.�� :��+�	 ��� =���6

 �>��� ���1 	"	 6	 �.��	  

 �.�� ����� �	 �.�.  

F .             �� *! 6 ���01�� :��+�	 ��� �.����	 &' �.	�	�� ���+�	 �7�.�	 "/)75 (%    �	�-�	 �-�

 ���@���	 <�@�6	.  

  

 
����	11  

   ��6 
����	 M��� ��              ��-���� �����-� &-' 2�" �� ��+�� *����	 ������� ���+�	 �7�.�	 ����

                 ("-# ��@ �	 ��� =���6	 2�" ���� �� *�6	 ��� ���� ��� ���/ *�� 
��	� 
���� ������

 *���6	 *��� 
����	.  

  

 
����	12  

+� ��.���� *�� &'� )���� ��� )�7�� �	 8�7��	 ���7�� ���+�	 �7�.�	 B�� =���A� ���7� D/� �.  

  

 
����	13  
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                =���6	 8�7�� 3��� H �.����	 *��� ��� ������	 ���6	 B��� I�� ���+�	 �7�.�	 *�1� �� 	"	

 
��� ��	 ���� ��� �����	 <��0	 ���� �/	 ���� ��	 )���� =���6	 &' ���@���	 �����	 �!'	����

�6	 C'� ���+�	 �7�.�	 =���6 
���� ����!�	 	"# &' �+���	 *�.  

  

 
����	14  

 �'�5�	 
�	�	 8���:  

  

 ; . &���	 ����	 ��� ���� 
�	�	 8��� �'�5�	 ���� ����:  

1 .                ������	 ������	 �������	 ��� ��1 	"	 )���� ��� )�7�� �	 ����� �'�� *1 
�	�	 8��� 8�7�

 �'�5�	 2��  

���� �� ��+� �� �� *!� ������	 ����!�	 	"# ��1�6 	����	 ���� ��?� �@!�� (.  

2 .                 C-'� =�>!�	 	"# &' ������	 ������	 �������	 *�� �� )��/�	 �� :��� =�>� *1 �� *0��

 ����!�	 	"# ��1�	.  

3 .               ��3� ������	 �������	 �� 	��� *0�� ������	 �'�5�	 
�	�	 8��� (��/� �01	 �	 &'�@	 *0��

���	 ��� �����	   

    ����	 &' )��	)1 (                ����	 &' )��	 �����	 ��?��	 �@!�� ��+�	 	"# ���� �� �	 ��� 
�!��	 ("# ��)1 (

 
�!��	 ("# ��.  

D .         ����	 &' �.��	 �����	 ������	 ������	 ���1 	"	)2 (   
�!��	 �� )  ; (       &-' *-�+ 
����	 ("# ��

 :��� =�>� �� �01	  

=�>� &' �.��0� ��' ���5�	 (".� (��/ ��	� :��� .  

  

 
����	15  

 &�� �� 8����	 �@� &' >���:  

 ; . ������	 &���	 ��1� �	.  

D . �.��	 D��� &�	 ������	 �'�5�� )��� �����	 ��1	��6	� ������ 	���� ��1� �	.  
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F .            �� :6 ���+�	 �7�.�	 &' 	�@� ����� ����� 
�	�	 8���� ���7� ��1� �	    ���7� �	 ����� �'

 2� :���� �7�.�  

 �.����� �7�# �	 �.�	�	 8��� &' 	�@� �	 �.�1��� ��	 �	 ������	.  

� . �� �� 8A'6�� )��� ���1�� �	 CA/6	� ������ ��/� ����� �	 ������ )��� ���1�� ��1� 6 �	

 )��	 �� �� �1�  

 (����	.  

  

 
����	16  

 ; . 8����	 
��� 
�� ��1 �	��� B��	.  

D .                 �-���	� 8-����	 ��� ����	� )�7��� 8�7��	 )7�@�	 ��� �� )� =���	 *�	 &' 8����	 D/��

C������ .  

  

 
����	17  

 �����	 ����A��	� ��.��	 8����	 ����:  

 ; . �.!��> ��� �	��6	� �.��� �>/� �'�5�	 ����� B@�.  

D .�'�5�� ������	� ���	�6	 �����	 
�	�	.   

F . �.��.�� �'�5�	 �	�#	 C�!� ��� *�+�	.  

� . �.��!� �� =�'��	� ����	 G���� �����.  

-# . �.���� ������� :��+�	 ���� :��+�	 =���A� ���+�	 �7�.�	 
���.  

� .              ����-� �!�+��	 �����+�	 2�" &' ��� �'�5�� ������	� ���	�6	 ������� �!�+��	 �����+�	 �	��	

�	�3	�� .  

3 .               �-.�� *1 ��.� ����� (�@!�� 
�����	 ��?�6	� ����!�	 	"# ��1�	 "���� ��3A�	 �����	 *�1�

 �.��1� �	�� �@!��.  

N .                8-����	 <�@-�	 �� �� ���@�� 8�7��	 ���7�� ���� *1 
�� �'�5�� :"��� D1� *�1�

 ��5�	 ��� ������  
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��� ������	 ����>!�	� ������	 �.� 8����	 )@��� �	 )��1� &�	 ��.��	 "�.  

> .                  �-�����	 ���-����	 ��-�� �-.��� �	 �-�����	 ��5�	 ��� ��� &�	 ���	3��	 E�� &+��	

 :; �	 
��5��	 �������	�  

 ��1���� �	 ���� ����� �����	 ��� �	 �����	 K�/	 ��.�.  

: .����� �	��	 &' ��A+�	 �	" ��.��	 B� �1�����	 ����6	� 
������ �!�+��	 ��+����	 ��.  

2 .              ��-���+ C-'� 2�"� �.���/ <�.�	� �.�	�/�	 >���� �.�	�� ����� �'�5�	 &�?�� ���+

 (".� 8����	 �#����  

 ���5�	.  
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APPENDIX 3- LIST OF INTERVIEWEES 

NUMBER NAME DESCRIPTION/JOB TITLE 

1 Mr. Mohammad Shoha chairman 

2 Mr. Farid Rossan Chamber Director  

3 Mr. Hassan Morad Former Chamber Director 

4 Mr. Mamdouh Jomaa 
Board Member, representative of Jordan Chamber of 
Commerce in the international chamber of commerce, 
information committee member 

5 Mr. Abdullah Hoari Board member 

6 Mrs. Khaola Bani Hani General Assembly member 

7 Mrs. Najwa Sabbah General assembly member 

8 Mr. Jihad Massadeh General assembly member, vice-president of solidarity fund 

9 Mrs. Samar Al-Tal Board secretary  

10 Mr. Ibrahim Shomali Accounting manager  

11 Mr. Mohammad Atallah Shoha Treasurer  

12 Mr. Mohammad Shoha Diwan President, deputy director in the absence of the latter 

13 Mrs. Arwa Abu Sokkar Typist, Responsible for Certificates of Origin 

14 Mrs. Ibtisam Abu al-Hijaa Information department manager  

15 Mrs. Hyfaa Bawaneh Computer Department Manager 

16 Mrs. Nada Massadeh Translator 

17 Iman Bahri Trainee  
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APPENDIX 4- SCANNED COPY OF THE BUDGET OF 2006 
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APPENDIX 5- SCANNED COPY OF THE FUND REGULATION     
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