“ArtsQuest” Pilot 

Self-Assessment Questionnaire

What is the  “ArtsQuest” Self-Assessment Questionnaire?

This Self-Assessment Questionnaire (SAQ) is provided to assist the self-assessment process carried out as part of your Quest/continuous improvement programme.  It is designed to cover both performing arts venues and visual arts venues.

An Improvement Action Plan template form will also be provided to assist the process.  

How do I complete the SAQ?

The SAQ and Improvement Action Plan can be used as originals from which copies can be taken for each member of the self-assessment team every time a self-assessment is carried out.  

It is useful to involve as many members of staff in the self-assessment process. The term “Organisation” can be interpreted to mean the corporate organisation (in the case of local authority run venues or a commercial organisation operating a ‘chain’ of venues) or just the “Venue” itself.  However, it should be remembered that the external Quest assessment takes place at each “Venue” which applies. 

All areas should be considered and scored, even where Managers feel they do not have direct control over the issue or if the answer is simply “not known”.  The Management team can then compare the Organisation’s score with the maximum score possible for each management issue.  

Remember that the key aim of the questionnaire is to help identify possible areas for improvement in the quality of service you provide.   No Venue is expected to achieve a 100% score.  

How do the scores work?

Each of the 20 management issues identified in Quest is considered in the questionnaire.  Each person who is completing the SAQ should consider each question and tick what they feel is the appropriate score as follows:

Score

1
Poor – such as… we do not do this at all (or I don’t know the answer/ not applicable to my venue)

2
Fair – such as… we do this, but we have not implemented it fully

3
Good – such as… we do this, but there are still some areas for improvement

4
Excellent – such as… we do this, and there is nothing or very little which would improve it.

Remember that self-assessment has significant benefits for your organisation.  To obtain these benefits, it is essential that those involved in the self-assessment do it as honestly and objectively as possible, and that the process is carried out in a positive manner.

The ArtsQuest Self Assessment is:

· A honest but subjective view of the organisation, by the organisation

· An opportunity to measure performance and design an Improvement Action Plan 

· An opportunity to involve a range of different staff in developing the service

· An ongoing tool to show continuous improvement

The Self assessment is NOT:

· An objective assessment of your service 

· An opportunity to “have a go at other staff”

· An assessment for assessment’s sake

· Only for “management”

· A guarantee of achieving ArtsQuest “approval”

ArtsQuest recommends the completion of the Self Assessment as regularly as possible, aiming for at least every 6 months. This allows the development of a ArtsQuest Improvement Action Plan (AQIP), implementation and improvement before self-assessing again.

Index of Management Issues

Service Development and Review (SDR)

SDR 1
Strategy and Business Planning

SDR 2
Programme Development

SDR 3
Performance Management 

SDR 4
Continuous Improvement

Venue Operations (VOP)

VOP 1
Standards, Systems and Monitoring

VOP 2
Cleanliness

VOP 3
Housekeeping and presentation

VOP 4 …………………………………………………………
Maintenance 

VOP 5
Toilets, washing & changing areas
VOP 6
Environmental Management

VOP 7
Health and Safety Management 

Optional:

VOP 8
Sales function and merchandising 

Customer Relations (CR)

CR 1
Customer Care

CR 2
Customer Feedback

CR 3
Data Collection & Research

CR 4
Marketing & Audience Development 

CR 5
Receiving of customers 

Staffing (STAF)

STAF 1
Staff Supervision and Planning

STAF 2
People Management

STAF 3
Management Style.

Service Development and Review

Management Issue SDR 1:  Strategy and Business Planning

1.
Does the Organisation/Venue work to a regularly reviewed ‘Business Plan’, which identifies what it is trying to achieve and how it will achieve it over a period of time? 
 i1   2   3   4i
2.
Has the venue identified its key external stakeholders and made key individuals responsible to manage the relationships ?
i1   2   3   4i
3.
Has the venue developed and communicated its mission and aims internally and to external stakeholders?
 i1   2   3   4i
4.
Does the venue have a strategy to ensure effective and regular communication with all stakeholders?
 i1   2   3   4i
5.
Are the staff aware of and have they access to the venue’s mission, aims and objectives? 
 i1   2   3   4i
6.
Does the ‘Business Plan’ link with other local and national plans and strategies? 
 i1   2   3   4i
7.
Does the Venue have a regularly reviewed fundraising strategy that includes targets for maximising fundraising from public, private and charitable organisations? 
 i1   2   3   4i
8.
Does the Venue work in partnership with external organisations to maximise financial value and increase impact? 
 i1   2   3   4i
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SDR 2: Programme Development

1.
Does the Venue have a programming policy that reflects the diverse needs of the customers, funders, stakeholders and the local community and is based on the venue’s mission and aims? 
 i1   2   3   4i
2.
Does the Venue have a targeted strategy for education and outreach work that is aligned with the venue’s programming policy and audience development strategy? 
 i1   2   3   4i
3.
Is the Venue’s education and outreach programme developed and delivered in partnership with key stakeholders including local Children’s Services, local authorities, and social regeneration agencies? 
 i1   2   3   4i
4.
Is the content of the artistic programming regularly reviewed to ensure an appropriate balance between low-risk commercially driven activities and more innovative artistic content? 
 i1   2   3   4i
5.
Is there a direct and active link between the Venue’s activity programme and other local venues and arts organisations? 
 i1   2   3   4i
6.
Is the programming policy responsive to changes in demand? 
 i1   2   3   4i
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Management Issue SDR 3:  Performance Management

1.
Is the Venue’s management and its performance adequately scrutinised by its own governance and/or by a robust scrutiny process? 
 i1   2   3   4i
2.
Are management and staff directly involved in the development of the Business Plan and performance indicators for the venue? 
 i1   2   3   4i

3.
Are appropriate performance indicators identified, collected and analysed for the venue? 
 i1   2   3   4i
4.
Are targets set for fundraising, ticket sales where appropriate and all areas of ancillary spending? 
 i1   2   3   4i
5.
Do managers and their teams ‘own’ their own targets and do they review their success against them? 
 i1   2   3   4i
6.
Does the venue monitor income and expenditure on at least a monthly basis? 
 i1   2   3   4i
7.
If areas are underperforming is income and expenditure identified and is appropriate action taken? 
 i1   2   3   4i
8.
Are staff regularly informed of the financial performance of the Venue? 
 i1   2   3   4i
9.
Are procedures in place to monitor the quality and range of its artistic output? 
 i1   2   3   4i
10
Does the venue enhance its service and management through effective use of information technology where appropriate? 
 i1   2   3   4i
11.
Are computer files stored to enable easy access by authorised users? 
 i1   2   3   4i
12.
Does regular back up of the system take place? 
 i1   2   3   4i
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Management Issue SDR 4:  Continuous Improvement

1.
Are regular reviews/audits undertaken to contribute to the Improvement Plan? 
 i1   2   3   4i
2.
Is a regular programme of self-assessment used to contribute to the Improvement Plan? 
 i1   2   3   4i
3.
Are Staff opinions sought and used to improve the service? 
 i1   2   3   4i
4.
Does the Venue make use of mystery visits on a regular basis to test the customer experience and contribute to the Improvement Plan? 
 i1   2   3   4i
5.
Is benchmarking of performance used to contribute to the Improvement Plan?
 i1   2   3   4i

6.
Is an Improvement Plan developed from the above which results in real improvements to the service?
 i1   2   3   4i
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Venue Operations

Management Issue VOP 1:  Standards, Systems and Monitoring

1.
Are your Venue’s services formally planned for the safety and comfort of your customers? 
 i1   2   3   4i   
2.
Are your Venue’s service standards clearly defined?
 i1   2   3   4i   
3.
Are responsibilities for (i) implementing, (ii) monitoring and (iii) reviewing service delivery clearly defined within your Venue? 
 i1   2   3   4i   
4.
Are there procedures documented for the key issues that affect quality? 
 i1   2   3   4i   
5.
Are your Venue’s documents also controlled to make sure that the current or latest issue is in use, and is this known by the relevant staff? 
 i1   2   3   4i   
7.
Are your internal Venue inspections consistent, appropriate to the activity and carried out by trained staff? 
 i1   2   3   4i   
8.
Does your Venue review the inspection process for trends and, if so, then act on any findings? 
 i1   2   3   4i   
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Management Issue VOP 2:  Cleanliness

1.
Does your Venue define standards of cleanliness? 
 i1   2   3   4i   
2.
Do all the staff know who is responsible for (i) planning cleaning, (ii) undertaking cleaning tasks and also for (iii) monitoring cleaning standards? 
 i1   2   3   4i   
3.
Is there a planned (and preferably documented) cleaning programme? 
 i1   2   3   4i   
4.
Is the cleaning carried out giving due consideration to both staff and customer safety? 
 i1   2   3   4i   
5.
Are records maintained to show completion of cleaning and inspection of cleaning?
 i1   2   3   4i   
6.
Are the cleaning programmes and systems regularly reviewed? 
 i1   2   3   4i

7.
Do you think that the standard of cleanliness at your Venue is visibly acceptable? 
 i1   2   3   4i   
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Management Issue VOP 3:  Housekeeping and presentation

1.
Do you think that standards of presentation in public areas are set, and that all staff understand and adhere to them? 
 i1   2   3   4i
2.
Do you think that public and non-public areas are clean, tidy and safe for use? 
 i1   2   3   4i
3.
Are the public area amenities serviceable, appropriate to users and in working order? 
 i1   2   3   4i
4
Are the directional signs to your Venue clear and appropriate for all customers? 
 i1   2   3   4i
5
Is the signage within the building adequate and appropriate for all customers? 
 i1   2   3   4i
6
Are security arrangements for customers, Staff and facilities effective?
 i1   2   3   4i
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Management Issue VOP 4:  Maintenance 

1.
Has a competent survey of all the buildings, plant and equipment been done in the last 5 years?
 i1   2   3   4i
2.
Are Planned Preventative Maintenance and inspection programmes effectively implemented within the Venue? 
 i1   2   3   4i
3.
Does the Venue have a defect reporting system that meets customer expectations and that is established and operational? 
 i1   2   3   4i
4.
Are responsibilities for maintenance of all the Venue’s buildings and equipment clearly allocated?
 i1   2   3   4i
5. Do trained and competent personnel carry out maintenance work? 
 i1   2   3   4i
6.
Is the Venue visibly well maintained? 
 i1   2   3   4i
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Management Issue VOP 5:  Toilets and changing areas 

(these can include facilities for Staff, public and/or performers and artists)

1.
Is hygiene and cleanliness maintained, throughout all levels of use? 
 i1   2   3   4i
2.
Do you think that toilet and changing facilities within the Venue are sufficient, adequate and hygienic? 
 i1   2   3   4i
3.
Do toilet and changing facilities ensure equality of access and use for the public, staff and artists? 
 i1   2   3   4i
4.
Are appropriate levels of inspection implemented for these areas? 
 i1   2   3   4i
5.
Do facilities provide adequate privacy, capacity and security for the size and scale of all activities/presentations at the venue? 
 i1   2   3   4i
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Management Issue VOP 6:  Environmental Control

1.
Is there a well-communicated and clear policy on the programme of energy and environmental conservation? 
 i1   2   3   4i
2.
Are there processes for monitoring, adjusting and managing the environmental conditions within the Venue? 
 i1   2   3   4i
3.
Are acceptable standards for the environmental conditions set? 
 i1   2   3   4i
4.
Are the environmental conditions satisfactory?
 i1   2   3   4i
5.
Is there a wide range of examples of energy efficiency and recycling around the facilities? 
 i1   2   3   4i
6.
Is energy usage monitored, reviewed and acted upon? 
 i1   2   3   4i
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Management Issue VOP 7:  Health and Safety Management

1.
Does your Venue have a documented safety policy and a planned approach to health and safety management? 
 i1   2   3   4i
2.
Are responsibilities for health and safety defined, and do all staff know who is the on-site competent person responsible for managing the health and safety programme? 
 i1   2   3   4i
3.
Are staff trained to carry out their health and safety responsibilities? 
 i1   2   3   4i
4.
Has a formal risk assessment and risk reduction plan been developed and reviewed regularly? 
 i1   2   3   4i

5.
Are hazardous substances controlled, stored and used safely? 
 i1   2   3   4i

6.
Are safe-working practices implemented in all working areas and do they cover both customers and staff?
 i1   2   3   4i
7.
Is there provision for the Venue to be updated on new requirements and developments in health and safety? 
 i1   2   3   4i
8.
Are accident and emergency procedures documented, in place and tested? 
 i1   2   3   4i
9.
Are sub-contractors working on site controlled? 
 i1   2   3   4i
10.
Are all appropriate independent inspections carried out to ensure compliance with best practice and legal requirements? 
i1   2   3   4i
11.
Are independent audits conducted? 
 i1   2   3   4i

12.
Does management review and act upon safety performance information? 
 i1   2   3   4i
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Optional:

Management Issue VOP 8:  

Sales function and merchandising 

1.
Is the responsibility for merchandising, bars and catering clearly allocated? 
 i1   2   3   4i
2.
Are the merchandising, bar and catering facilities appropriate for the Venue’s programming and the demographics of local communities? 
 i1   2   3   4i
3.
Do the range of sales products offered within the Venue meet the customers’ expectations? 
 i1   2   3   4i
4.
Do the Venue’s staff serve with friendliness, efficiency and competence? 
 i1   2   3   4i
5. 
Are the opportunities for ‘upselling’ (maximising sales opportunities) identified and taken where possible? 
 i1   2   3   4i
6. 
Is the pricing of sales products within the Venue reviewed regularly, reflecting local competition and meeting customers’ expectations? 
 i1   2   3   4i
7. 
Are targets, including Gross Profit, set for product sales performance? 
 i1   2   3   4i
8. 
Do financial procedures ensure control of cash and stock?  

1   2   3   4i
9.
Are staff trained to meet licensing and statutory requirements? 
 i1   2   3   4i
10. 
Is the equipment monitored and maintained regularly to meet current regulations? 
 I1   2   3   4i
11.
Is stock wastage/usage monitored regularly to ensure efficiency? 
 i1   2   3   4i
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Customer Care

Management Issue CR 1:  Customer Care

1.
Is there a planned and effective approach to customer care? 
 i1   2   3   4i
2.
Are there clear and relevant standards of customer care displayed to customers in key areas?
 i1   2   3   4i

3.
Do all customers have equal access and opportunities to enjoy the Venue’s facilities and programme? 
 i1   2   3   4i
4.
Are procedures in place for identifying and managing different customer groups in a positive manner? 
 i1   2   3   4i
5.
Are staff generally helpful and pleasant in all customer and staff situations? 
 i1   2   3   4i
6.
Do staff always adhere strictly to the Venue’s dress code?
 i1   2   3   4i
7.
Do staff, in all areas, respond positively to enquiries and sales opportunities? 
 i1   2   3   4i
8.
Are staff trained in customer care and selling skills? 
 i1   2   3   4i
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Management Issue CR 2:  Customer Feedback

1.
Is there an effective written customer comment/feedback system in operation throughout the Venue? 
 i1   2   3   4i
2.
Is verbal feedback encouraged and built into the customer comment/feedback system? 
 i1   2   3   4i
3.
Is feedback encouraged through day-to-day contact with customers and other venue users? 
 i1   2   3   4i
4.
Are systems for feedback clearly available and communicated to customers ? 
 i1   2   3   4i
5.
Are actions and improvements taken following customer feedback ? 
      i1   2   3   4i
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Management Issue CR 3:  Research

1.
Is there a programme of regular research that includes customers and non-users? 
 i1   2   3   4i
2.
Is the venue maximising the capture of customer data for planning and evaluation? 
 i1   2   3   4i
3.
Is there a clear understanding of the demographics and socio-economic factors of the local community/market? 
 i1   2   3   4i
4.
Is there ongoing awareness of user or customer trends in venue use? 
 i1   2   3   4i
5.
Is there ongoing awareness of national trends and patterns of similar Venue use? 
 i1   2   3   4i
6.
Has qualitative research informed programming decisions? 
 i1   2   3   4i
7.
Has qualitative research informed target marketing decisions? 
 i1   2   3   4i
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Management Issue CR 4:  Marketing & Audience Development

1.
Is the venue working to a long-term strategy for marketing and audience development which includes clear targets and performance indicators? 
 i1   2   3   4i
2.
Do marketing & audience development  plans for each show/event exist and do they contain planned advertising, public 


relations and promotional activities? 
 i1   2   3   4i
3.
Are responsibilities defined for all levels of marketing activities? 
 i1   2   3   4i
4.
Is the publicity material produced accurate, comprehensive and effective? 
 i1   2   3   4i
5.
Are distribution methods appropriate to the target audience? 
 i1   2   3   4i
6.
Is pricing used effectively as a marketing tool? 
 i1   2   3   4i
7.
Does the venue operate an effective membership/loyalty scheme to increase attendance? 
 i1   2   3   4i
8.
Is there a variety of methods for customers to find out about and book for shows/events?
 i1   2   3   4i

9.
Are the opening times of the Venue’s own facilities regularly reviewed to ensure they meet customer needs?
 i1   2   3   4i
10.
Is an effective corporate image portrayed throughout the Venue and in all its communications and activities? 
 i1   2   3   4i
11.
Is there an imaginative & effective mix of promotional activities? 
 i1   2   3   4i
12.
Are marketing activities & pricing reviewed/evaluated regularly? 
 i1   2   3   4i
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Management Issue CR5: Receiving of customers

1.
Is the Reception/Box Office/Front of House welcoming? 
 i1   2   3   4i
2.
Are the staff at the Reception/Box Office/Front of House smartly dressed, professional, friendly and helpful? 
 i1   2   3   4i
3.
Are admission and booking arrangements user friendly and effective? 
 i1   2   3   4i
4.
Are targets set and performances monitored for answering Box Office telephone calls? 
 i1   2   3   4i
5.
Are effective means of communicating with Staff and customers used throughout the Venue? 
 i1   2   3   4i
6.
Is there an effective lost property service for customers? 
 i1   2   3   4i
7.
Is the administration of all bookings consistent, effective and comprehensive from enquiry to booking completion and review? 
 i1   2   3   4i
8.
Are the programming of one off/special events sensitive to regular customer needs and the requirements of the local community? 
 i1   2   3   4i
9.
Are staff responsibilities/authority limits defined and imposed and understood by all staff? 
 i1   2   3   4i

10.
Is there clear information and costs available for commercial and community hirers of the venue and its facilities? 
 i1   2   3   4i
11.
Does the Venue manage external hirers and/or co-promotions to maximise financial benefit?
 i1   2   3   4i
12.
Are adequate procedures for cashing up in place and adhered to throughout the operation? 
 i1   2   3   4i
13.
Is banking carried out on a regular basis and does cash on-site never exceed the sensible and set agreed limits? 
 i1   2   3   4i
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Staffing

Management Issue STAF 1:  Staff Supervision and Planning

1.
Are there adequate levels of supervision defined for all activities and areas of service? 
 i1   2   3   4i
2.
Are resources allocated accordingly to meet the standard of service promised to customers? 
 i1   2   3   4i
3.
Are the staff suitably qualified and trained to perform their duties? 
 i1   2   3   4i
4.
Does the shift planning system ensure adequate cover for absences? 
 i1   2   3   4i
5.
Are Staff working within legal parameters? 
 i1   2   3   4i
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Management Issue STAF 2:  People Management

1.
Is the recruitment process thorough and ensures the right appointment? 
 i1   2   3   4i
2. 
Does the staff demographic reflect the diversity of the venues current and potential audience? 
 i1   2   3   4i
3.
Are training needs identified regularly and are they appropriate to the individual member of staff’s role and the Venue’s objectives? 
 i1   2   3   4i
4.
Are recruitment and training implemented in accordance with an equal opportunities policy and legal requirements? 
 i1   2   3   4i
5.
Is there an appropriate screening of staff working with children and vulnerable adults? 
 i1   2   3   4i
6.
Is staff training programmed, conducted, recorded, reviewed and evaluated? 
 i1   2   3   4i
7.
Is the Venue’s training programme structured to enable and encourage staff to achieve further work related qualifications? 
 i1   2   3   4i
8.
Is the performance of staff reviewed at least annually on a formal 1 to 1 basis? 
 i1   2   3   4i

9.
Are appropriate induction procedures implemented and followed?        i1   2   3   4i
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Management Issue STAF 3:  Management Style

1.
Do you think that communication procedures are clearly established and implemented at all levels across the venue? 
 i1   2   3   4i
2.
Do line managers set a positive example through effective leadership, delegation and communication skills? 
 i1   2   3   4i
3.
Are all staff responsibilities clearly defined and implemented? 
 i1   2   3   4i
4.
Are all levels of Staff actively encouraged to suggest new ideas?
 i1   2   3   4i
5.
Are staff involved in a culture of continuous improvement? 
 i1   2   3   4i
6.
Are staff recognised for good performance and do they feel valued for their work? 
 i1   2   3   4i
7.
Is there useful consultation with staff individuals and/or staff representative groups? 
 i1   2   3   4i
8.
Is staff development seen as a business priority? 
 i1   2   3   4i
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Our Total (x)


Max Total  (y)
640

As a percentage   x/y x100 =
%
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