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Objectives:

At the end of this session participants will:
1. Know the value of systematic performance evaluations in 

the pursuit of excellence.
2. Understand what to evaluate and how.
3. Have access to various editable evaluation survey 

templates.
4. Realize how to use evaluation and assessment survey 

results in planning for organizational progress.
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Evaluating and improving operational efficiency and 
performance is crucial for organizations to enable them 
to reduce costs, enhance productivity, and deliver better 
value to customers. 

Operational efficiency, quality, and performance is an 
ongoing process.
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Effective evaluations involve:

1. Focus on, and action towards, improvement.
2. Data-driven conclusions.
3. Stakeholder involvement.
4. Use of standardized tools and metrics.
5. Critical/analytical thinking skills.
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Value of performance review templates:

1. Enables consistency of information over time.
2. Facilitates progress tracking.
3. Encourages structured thinking and communication.
4. Enhances efficiency in HR functions.
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Evaluation pros and cons:
• Structured method for performance feedback
• Helps set priorities for professional development
• Encourage, engage, and develop talent pool
• Creates documentation of performance over time
• Can improve job performance and motivation

• Time consuming
• Potential for recency bias
• Can create resistance, stress, insecurity
• Lacks uniform standards
• Reluctance to share critical incidents
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Scope of this presentation:

1. Governance (Board performance)
2. Trustee evaluation
3. Board meeting evaluation
4. Executive evaluation
5. Management evaluation
6. Professional staff evaluation
7. Employee engagement survey
8. Client satisfaction survey
9. Programs and operational assessment
10.Mission fulfillment 
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Evaluations/Assessment Scope:

1. Governance (Board performance)
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What is governance?

Governance is an ongoing process that creates:
✓ the system by which an organization is controlled
✓the policies under which it operates
✓the mechanisms by which it, and its people, are evaluated 

and held to account.

Governance decisions must be ethical, compliant with 
law and/or regulations, protective of assets (e.g., risk 
management), and supportive of organizational mission . 
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Board governance—self-evaluation:

“The purpose of engaging in a self-assessment process is 
to give the board an opportunity to reflect on how well it 
is fulfilling its responsibilities and to identify 
opportunities for continuous improvement.”

—Elements of Governance: Board Self-Assessment, A Core Responsibility, The Governance Institute
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Board governance—self-evaluation:

Evaluation by board members of how the board fulfills 
its governance responsibilities:

• Board composition (size, skills, representation)
• Frequency of meetings
• Board member engagement
• Mission-referenced decision-making
• Process for strategic planning
• Leadership evaluation and succession planning
• Financial support/oversight and risk management
• Monitoring of institutional operations/trends/development 
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Future-ready indicators:

• Awareness of changes on the horizon that may pose 
threats or opportunities.

• Analysis of the strategic implications of such changes.
• Adaptation, proactively, to thrive in the future 

environment
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Evaluations/Assessment Scope:

2. Board meeting evaluation
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Board meeting—self-evaluation:

• In era of accountability, must show continual improvement 
• Value in conducting annually—issues addressed readily
• Should identify:

Areas of excellence
Areas for more discussion
Top areas to address for improvement
Follow-up action plan developed
Set goals for coming year
Decide who is responsible for each and determine time frame for 
achievement
Monitor progress
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Board meeting—self-evaluation:

• Excellence in governance does not happen 
automatically! It requires on-going education, 
assessment, and improvement.

• Periodic (recommended annually, but not less than 
once every two years) Board self-evaluation serves as 
internal feedback on Board performance.
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Board meeting—self-evaluation:

• Adequate time for meetings
• Effective board committees
• Timely access to information
• Effective board meeting leadership
• Culture of board room (safe to talk/discuss/challenge)
• Management of ‘conflicts of interest’, confidentiality
• Adequacy and timeliness of minutes
• Trustee education
• Personal experience as a trustee

21
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Evaluations/Assessment Scope:

3. Director/trustee self-evaluation
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Director/trustee self-evaluation:

The purpose here is to obtain feedback from trustees 
regarding their experience on the board. Areas of inquiry 
would include:

• Alignment with the organization’s mission
• Understanding of the organization’s business/operations
• Trustee’s sense of ‘fit’ on the board
• Trustee’s ability to commit sufficient time/attention
• Trustee’s engagement, not just presence at meetings
• Trustee’s satisfaction with serving on the board
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Evaluations/Assessment Scope:

4. Executive evaluation
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The "5 E's of Leadership" model emphasizes five key 
actions for effective leadership:
  

1. Envision
2. Engage
3. Energize
4. Enable, and
5. Execute.
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President/CEO evaluation:

Performance areas to consider:
• Leadership ability
• Focus on organizational mission
• Role in external relationships
• Interface with Board of Trustees
• Strategic planning abilities
• Institutional advancement
• Communication performance
• Strengths and opportunities for improvement

28
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The President/CEO evaluation survey template can be 
adjusted somewhat for other executives taking into 
account their role and range of duties.
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Evaluations/Assessment Scope:

5. Management evaluation
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Management performance evaluation:

Key components;
• Performance in achieving goals
• Leadership abilities
• Managerial competencies (communication, decision-making, 

team development, resource management)
• Contribution to organizational objectives/mission

The objective is to recognize strengths and areas for 
growth, to foster professional development, and to 
ensure performance is aligned with company goals.
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Manager performance appraisal:
• Demonstration of the organization's core values.
• Ability to fulfill expected responsibilities.
• Ability to achieve individual and company objectives.
• Effort toward meeting areas of improvement from their last 

evaluation.
• Ability to delegate tasks when necessary.
• Ability to show professionalism and leadership skills.
• Ability to collaborate with other managers, employees and 

supervisors.
• Ability to show proactivity and address potential problems 

before they develop.
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Manager performance appraisals:

Performance appraisals can be done in two ways or in a 
combination of the two ways:

1. Use of a survey instrument completed by manager’s 
supervisor, other managers who interface with the 
manager, and those supervised by the manager. This 
system described as a 360 degree evaluation.

2. Use of a structured dialog involving manager and the 
manager’s supervisor.
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Performance appraisal by interview:

1. Based on dialog rather than numerical ratings.
2. Can be used in combination with survey approach.
3. More future-focused than past performance-focused.
4. Can be more challenging to quantify as data.
5. Ideal for appraisal of management roles but can be 

adapted for most other situations.
6. May lack input/feedback from those supervised by 

the manager.
7. One-on-one setting eliminates bogus answers.
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Sample questions—appraisal interview

1. What accomplishments this quarter are you most 
proud of?

2. Which goals did you meet? Which goals fell short?
3. What motivates you to get your job done?
4. What can I do to make your job more enjoyable?
5. What are your ideal working conditions to be the 

most productive?
6. Which job responsibilities/tasks do you enjoy most? 
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Evaluations/Assessment Scope:

6. Professional staff evaluation
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Professional staff evaluation:

Professional bodies may already have an internal 
evaluation system/instrument.

The evaluation templates that follow (for physicians and 
nurses) focus on opinions/perceptions, not necessarily 
on facts, and thus must not be mistaken for peer reviews.
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Evaluations/Assessment Scope:

7. Employee engagement survey
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Employee engagement survey:

Employee ‘engagement’ is qualitatively different from 
employee ‘satisfaction’.

• Satisfaction may derive from location, remuneration, 
convenient hours, work environment, etc. “In this job I use 
my mind and my body.”

• Engagement refers to the employee’s personal investment in 
the nature and purpose of the job. “In this job I use my heart, 
my mind, and my body.”
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Employee
satisfaction
compared to
employee
engagement:
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“I consider it a dangerous misconception of mental 
hygiene to assume that what man needs in the first place 
is equilibrium or, as it is called in biology, “homeostasis,” 
i.e., a tensionless state but rather the striving and 
struggling for a worthwhile goal, a freely chosen task.  
What he needs is not the discharge of tension at any cost 
but the call of a potential meaning waiting to be fulfilled 
by him.”          —Victor Frankl, Search for Meaning, p. 105



A healthy job provides:

1. Sense of purpose:  more than producing goods or 
services, one that makes a difference.

2. Sense of ownership:  having some say in how the 
work is done.

3. Sense of fit:  what I do fits into the larger mission.
4. Sense of community:  we are doing this together.
5. Sense of contact:  we can build worthwhile 

relationships



The mind is not always in the same place 
as the body.
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The Gallup Q12 survey measures four 
levels of employee needs, from basic 
clarity to personal growth. When 
these needs are met in sequence, 
they create a workplace where 
individuals and teams can thrive.
https://www.gallup.com/q12-employee-engagement-survey/
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Employee 
engagement: 

the MAGIC 
model

•Meaning

•Autonomy

•Growth

•Impact

•Connection

https://decisionwise.com/resources/articles/5-keys-of-
employee-engagement-magic
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•Meaning—my work has purpose beyond the activity itself

• Autonomy—power to shape your work and environment in 
ways that allow you to perform at your best

• Growth—being stretched and challenged in ways that result 
in personal and professional growth

• Impact—seeing positive, effective, and worthwhile outcomes 
and results from your work

• Connection—the sense of belonging to something beyond 
yourself.
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What can be done:

1. Create/sustain healthy workplace culture
2. Highlight mission/vision/values
3. Ensure meaningful work
4. Recognize and appreciate good performance
5. Review policies from an employee’s perspective
6. Be sensitive to the impact of workplace changes



Evaluations/Assessment Scope:

8. Client satisfaction survey
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Client satisfaction:

1. Discover how clients assess their experience with your 
organization.

2. Improve the quality of care and communication.
3. Evaluate/update procedures that enhance brand 

reputation and client loyalty.
4. Explore core functions (‘4Cs’)of primary care: —First 

Contact, Comprehensiveness, Coordination, Continuity.
5. Responsiveness to surveys can lead to shorter lengths of 

stay, quicker recovery times, fewer complications, and lower stress 
related to medical concerns.
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In summary:

Performance evaluations/appraisals must be viewed as 
part of a much larger approach to employee productivity.

Handled correctly, evaluations can yield positive results 
both for employees and the organization.

Inferior or incorrect administration of a performance 
evaluation system can have serious negative 
consequences in employee morale and relationships.
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Setting the stage:

1. Clear job descriptions.
2. Thorough ‘onboarding’ of employees.
3. ’Book-end’ process—Performance is appraised in 

context of objectives/expectations set earlier.
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Performance appraisal system:

• Set performance expectations. ...
• Monitor performance continuously. ...
• Collect feedback and data. ...
• Evaluate performance against expectations. ...
• Conduct the review meeting. ...
• Document the results. ...
• Follow up and plan development.
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How to conduct evaluation surveys:

1. Distribute/collect/compile hard copies. (Convenient for 
Board meeting assessment.)

2. Determine whether responses shall be anonymous. 
(Board member self-evaluation should be signed.)

3. Third-party administrator for evaluation process.
4. Electronic platform for distribution, collection, 

compilation for survey results (e.g. Survey Monkey).
5. Sharing of information to affected parties.
6. Timely follow-up to survey results indicating areas 

needing attention.
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Incidental and informal evaluations: 
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A posture of openness for improvement:

1. Provide a mechanism for employees to make 
observations/suggestions for improvement. (e.g. a 
Suggestion/Recommendation Box)

2. Regularly monitor for submissions.
3. Evaluate and communicate regarding submissions.
4. Acknowledge and affirm actions contributing to 

excellence.
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Resources:
1. 5-keys-of-employee-engagement-magic
2. NLC-Sample-Nonprofit-CEO-Evaluation-Form_June2022.pdf
3. https://nrchealth.com
4. https://www.boardeffect.com
5. https://Stanford Law School Board-self-assessment-questionnaire.pdf
6. https://www.globalhealthlearning.org/sites/default/files/page-files/Chapter-Governance-Self-

Assessment.pdf
7. https://surveymonkey.com
8. https://www.sjomagnet.org/documents/Organizational_Overview/OO10.13-Peer-Reveiw-

Clinical-Nurse-1-4.pdf
9. https://www.gallup.com/q12-employee-engagement-survey/
10. https://www.cultureamp.com/blog/employee-engagement-survey-questions
11. https://www.hcahpsonline.org/globalassets/hcahps/survey-instruments/web/effective-

january-1-2025-discharges-and-forward/2025_final_survey-
instruments_english_web_updated.pdf

12. https://www.ahrq.gov/cahps/surveys-guidance/cg/index.html
13. https://www.quantumworkplace.com/future-of-work/employee-performance-review-

questions
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