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Operational Efficiency Assessment 
Template 

A practical framework to identify inefficiencies, reduce waste, and 

improve business performance 
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1. Business Overview  

This section captures the basic information needed to frame the assessment. 

It ensures the review is traceable, clearly scoped, and linked to the part of the business 

being assessed. A complete business overview makes the rest of the assessment more 

reliable because findings can be interpreted in the correct operational context.  

1.1 Organization/Department Name  

Record the full name of the organization, business unit, function, or department being 

assessed. This helps define boundaries and avoids confusion when the same assessment 

format is used across multiple teams. For example, an assessment for the Customer 

Support Department will focus on ticket handling, response times, complaint resolution, 

and workload management, while an assessment for the Procurement Team may focus 

on vendor turnaround, approval delays, purchase cycle time, and spend control.  

 Name of organization or department  

 Location or branch if relevant  

 Function covered by the assessment  

 Main products, services, or outputs delivered by the team  

1.2 Assessment Date  

Document the date on which the assessment was performed, and where relevant, the 

period reviewed. This is important because operational performance changes over time. 

A review conducted during peak season may reveal different bottlenecks than one 
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conducted during a normal operating period. For example, a warehouse reviewed during 

year-end dispatch season may show temporary labor strain and longer picking times that 

would not appear in a quieter month.  

1.3 Assessor Name  

Enter the name of the person or team conducting the assessment. This could be an 

internal auditor, process owner, operations manager, quality manager, consultant, or 

cross-functional review team. Identifying the assessor supports accountability and helps 

others understand the lens through which the review was performed.  

1.4 Key Processes Reviewed  

List the major operational processes that were examined during the review. These should 

be the workflows that most influence service quality, turnaround time, operational cost, 

compliance, or customer experience. Examples include order processing, claims 

handling, invoice approval, inventory replenishment, onboarding, service request 

resolution, and complaint escalation.  

 Process name  

 Process owner  

 Start and end points of the process  

 Main inputs, outputs, and stakeholders  

 Systems or tools used  
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2. Process Efficiency Evaluation  

This section evaluates how well core processes are designed and managed. Efficient 

processes are clear, repeatable, and easy to execute. Inefficient processes typically show 

signs such as frequent rework, approval delays, unclear handoffs, inconsistent outputs, 

and dependence on individual knowledge rather than documented methods.  

2.1 Are processes clearly documented?  

Assess whether procedures, work instructions, SOPs, templates, decision rules, and 

escalation paths are documented and available to staff. Clear documentation reduces 

variability and helps new employees perform consistently. A strong process document 

should explain what needs to be done, who does it, when it is done, and what records 

are retained. For example, an invoice approval process should define approval 

thresholds, required supporting documents, routing logic, and timelines.  

 Check if current SOPs exist and are version controlled  

 Verify whether staff can access the latest procedures easily  

 Look for undocumented workarounds used in practice  

 Review whether documents reflect actual execution, not just intended design  

2.2 Are responsibilities and ownership defined?  

Determine whether process ownership is clearly assigned and whether each activity has 

an accountable role. When ownership is unclear, tasks fall through gaps, approvals get 

delayed, and problems remain unresolved because no one feels responsible. Many 
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organizations use a RACI matrix or similar model to distinguish who is responsible, 

accountable, consulted, and informed.  

 Confirm whether each process has a designated owner  

 Check if approval authority levels are clear  

 Review whether team members understand their roles in handoffs  

 Identify activities that depend on informal delegation rather than assigned 

accountability  

2.3 Are workflows standardized across teams?  

Review whether the same type of work is handled consistently across teams, shifts, 

locations, or business units. Lack of standardization often causes uneven service levels, 

variable quality, and duplicated effort. For example, if two regional offices process 

customer complaints using different forms and escalation rules, reporting will be 

inconsistent and comparisons will be unreliable.  

 Compare procedures used by different teams performing similar work  

 Check whether templates, systems, and approval flows are common across units  

 Identify local variations and determine if they are justified  

 Assess the business impact of non-standard practices  
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2.4 Are process bottlenecks identified and tracked?  

Evaluate whether the organization knows where delays occur and whether those 

constraints are measured over time. Bottlenecks may appear in approval queues, system 

downtime, waiting for missing data, limited specialist availability, or excessive manual 

checks. A mature operation does not simply react to delays; it tracks them, analyzes root 

causes, and assigns improvement actions.  

 Measure queue time, wait time, and touch time separately  

 Review backlog reports and exception logs  

 Analyze recurring delay causes such as missing approvals or incomplete inputs  

 Confirm whether bottleneck metrics are discussed in review meetings  
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3. Resource Utilization Assessment  

This section examines whether people, equipment, systems, and budgeted resources are 

being used effectively. Good utilization does not mean keeping every resource fully 

occupied all the time. Instead, it means aligning capacity to demand, avoiding overload, 

and ensuring assets produce value without unnecessary idle time or waste.  

3.1 Employee productivity and workload balance  

Assess whether employee effort is balanced across roles and whether output 

expectations are realistic. Productivity should be reviewed in terms of volume, quality, 

and sustainability. A team that closes many tasks but generates high error rates is not 

truly efficient. For example, if one service desk analyst handles twice as many tickets as 

others because of better system knowledge, this may signal a training gap rather than 

healthy productivity.  

 Review workload distribution by role, team, and shift  

 Compare output volumes with error or rework rates  

 Identify recurring overtime, burnout indicators, or underloaded roles  

 Check whether capacity planning reflects seasonal demand  

3.2 Equipment and technology utilization  

Evaluate whether systems, tools, machinery, and software are fully supporting the 

operation. Underused technology often means the organization is paying for capabilities 

it is not using, while poorly performing technology slows work and increases manual 
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intervention. For instance, a workflow system may have automation features available, 

but employees may still be sending approval requests through email because the feature 

was never configured properly.  

 Measure uptime, downtime, and usage rates of critical tools  

 Check whether available system features are being used  

 Identify manual workarounds caused by technology gaps  

 Review maintenance, support, and licensing effectiveness  

3.3 Resource allocation effectiveness  

Consider whether staff, tools, and budgets are assigned to the areas that create the 

greatest operational value. Poor allocation may result in high staffing in low-priority 

activities while critical processes remain understaffed. For example, a business may have 

enough administrative support but insufficient quality reviewers, creating downstream 

delays and customer complaints.  

 Compare resource allocation with process criticality and demand  

 Review whether budgeted roles match actual work requirements  

 Assess if cross-training exists to support peak periods  

 Identify areas where resources are tied up in low-value activities  
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3.4 Areas of underutilization or overutilization  

Identify where assets, staff, or systems are either not used enough or are stretched 

beyond sustainable limits. Underutilization may appear as idle equipment, excess staff 

capacity, or duplicate software licenses. Overutilization may show as chronic overtime, 

system slowdowns, and reduced accuracy due to fatigue or volume pressure.  

 List resources with low usage and determine why  

 Flag teams or systems operating consistently above capacity  

 Assess the operational impact of imbalance  

 Document corrective actions such as reallocation, training, or automation  
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4. Quality and Performance Review  

Efficiency without quality creates hidden cost. This section reviews whether the 

operation consistently produces reliable outputs with minimal defects, complaints, and 

rework. High-performing operations balance speed with control, and they use 

performance data to prevent recurring issues rather than only correcting them after the 

fact.  

4.1 Error and rework frequency  

Measure how often work must be corrected, repeated, or reopened. Rework is a direct 

signal of inefficiency because the organization spends time twice on the same output. For 

example, if purchase orders are frequently returned because coding is incomplete, the 

process may need clearer input validation or better staff training.  

 Track defect rates, rework cases, and correction requests  

 Review root causes of repeated errors  

 Estimate time and cost lost due to rework  

 Check whether preventive controls are effective  

4.2 Customer complaint trends  

Analyze customer complaints for patterns in service quality, communication, delays, or 

product/service defects. Complaint trends often reveal operational issues before internal 

metrics do. For example, repeated complaints about delayed callbacks may indicate weak 

workload planning, unclear ownership, or inefficient escalation paths.  
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 Review complaint volume, themes, and recurrence  

 Compare complaint data across teams or locations  

 Assess time to close complaints and quality of resolution  

 Verify whether lessons learned are fed back into process improvement  

4.3 Process consistency and reliability  

Determine whether the process produces the same quality outcome repeatedly under 

normal conditions. Reliability matters because inconsistent execution creates 

unpredictable service levels and planning difficulty. A process may appear fast on 

average, but if outcomes vary widely depending on who performs the task, true efficiency 

is low.  

 Review variation in output quality and completion time  

 Check whether results depend heavily on individual experience  

 Assess whether process controls reduce inconsistency  

 Look for trends in missed service levels or exceptions  

4.4 Quality control effectiveness  

Review whether checks, approvals, validations, inspections, or monitoring activities are 

effective and proportionate. Controls should catch errors early without adding excessive 

delay. For example, a two-level review may be justified for high-risk transactions, but it 

may be excessive for low-value routine requests that could be auto-validated.  
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 Assess whether quality checks are preventive, detective, or both  

 Review sampling methods, review frequency, and escalation criteria  

 Check whether control failures are tracked and corrected  

 Identify opportunities to simplify low-value manual checks  
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5. Time and Productivity Analysis  

This section focuses on how time is used within operations. Many organizations only 

measure total turnaround time, but a better analysis separates value-adding work from 

waiting, rework, approvals, and duplication. This helps reveal where productivity gains 

are most realistic.  

5.1 Average process completion time  

Measure the average time required to complete a process from start to finish. This should 

be compared with internal targets, customer expectations, and actual service level 

commitments. For example, if employee onboarding takes 14 days but the target is 7 days, 

the assessment should identify what portion of the delay is caused by approvals, 

document collection, system setup, or training scheduling.  

 Capture average, minimum, and maximum cycle times  

 Compare actual completion times against targets or SLAs  

 Segment results by request type, location, or complexity  

 Investigate causes of wide variation  

5.2 Delays and waiting periods  

Identify idle time between process steps. Waiting usually occurs when work is paused for 

approvals, missing information, queue buildup, system unavailability, or handoff gaps. In 

many operations, waiting time is much higher than actual touch time. For example, a 
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contract may only require one hour of actual review work but remain pending for five 

days due to legal and finance approval queues.  

 Map wait time at each stage of the process  

 Review queue rules and prioritization logic  

 Check for avoidable approvals or missing prerequisite data  

 Measure the impact of delays on customers and downstream teams  

5.3 Task duplication assessment  

Assess whether the same information is entered, checked, reported, or approved more 

than once. Duplication increases cost without improving value. Common examples 

include re-entering customer details into multiple systems, repeated data validation by 

different teams, or maintaining manual trackers when a system report already exists.  

 Identify repeated data entry or duplicate approvals  

 Check whether multiple teams maintain similar reports  

 Review whether controls overlap unnecessarily  

 Estimate time savings if duplication is removed  

5.4 Opportunities for automation  

Look for activities that are repetitive, rule-based, time-consuming, or prone to human 

error. These are strong candidates for automation. Examples include workflow routing, 

reminder notifications, data validation, report generation, form intake, and status 
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updates. Not every process should be automated, but high-volume low-judgment tasks 

often provide quick returns.  

 Identify manual steps with stable rules and high transaction volume  

 Review error patterns linked to manual handling  

 Estimate time, cost, and accuracy benefits of automation  

 Prioritize low-complexity, high-impact automation opportunities first  
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6. Cost Efficiency Assessment  

This section evaluates whether operations are delivering results at a reasonable and 

sustainable cost. Cost efficiency is not only about cutting spend; it is about reducing 

waste, improving output per unit of effort, and ensuring resources are used where they 

create value.  

6.1 Major operational cost drivers  

Identify the largest factors driving operational cost. These may include labor, overtime, 

technology, supplier charges, logistics, error correction, low productivity, or 

maintenance. Understanding cost drivers helps decision-makers focus on the few areas 

where improvement will have the greatest financial benefit.  

 List high-cost activities and their root causes  

 Compare cost by process, unit, or transaction type  

 Review trends in overtime, outsourcing, or support costs  

 Determine whether costs are fixed, variable, or avoidable  

6.2 Waste and unnecessary expenses  

Review expenses that do not contribute enough value to justify their cost. Waste may 

include idle inventory, redundant tools, repeated corrections, excess approvals, duplicate 

reporting, overproduction, and underused subscriptions. In an office process, 

unnecessary expense often hides in inefficiency rather than physical material waste.  
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 Identify non-value-adding activities consuming time or money  

 Review subscriptions, tools, and vendor costs for duplication  

 Check for avoidable printing, storage, transport, or rework cost  

 Estimate annual savings from eliminating waste  

6.3 Cost-saving opportunities  

Document realistic opportunities to reduce cost without harming service quality, 

compliance, or employee wellbeing. Good opportunities often come from simplifying 

workflows, consolidating tools, improving first-time accuracy, cross-training staff, and 

automating repetitive tasks. For example, reducing duplicate manual reporting may save 

staff hours while also improving data consistency.  

 Prioritize opportunities by impact, effort, and risk  

 Distinguish one-time savings from recurring savings  

 Note dependencies such as system changes or training  

 Assign owners and target dates for follow-up  

6.4 Budget utilization effectiveness  

Assess whether budgeted funds are being used in line with operational priorities and 

whether overspend or underspend indicates planning issues. Underspend is not always 

positive if it reflects delayed hiring, postponed maintenance, or unimplemented 
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improvement actions. Overspend may indicate poor control, unrealistic budgeting, or 

escalating inefficiency.  

 Compare budget to actual spend by cost category  

 Review causes of material variance  

 Assess whether spending patterns support strategic priorities  

 Check whether unused budget reflects efficiency or delay  
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7. Customer Impact Evaluation  

This section connects operational performance to the customer experience. A process 

may look efficient internally while still frustrating customers due to poor communication, 

inconsistent delivery, or slow resolution. Customer impact should therefore be assessed 

using both performance data and direct feedback.  

7.1 Customer satisfaction levels  

Review satisfaction indicators such as survey results, ratings, Net Promoter Score, service 

reviews, or client feedback themes. Satisfaction data helps confirm whether operational 

changes are improving the experience or simply shifting problems elsewhere.  

 Track customer satisfaction trends over time  

 Compare results across service channels or locations  

 Analyze negative feedback for operational root causes  

 Assess whether feedback is acted upon systematically  

7.2 Service delivery performance  

Evaluate whether products or services are delivered as promised in terms of accuracy, 

completeness, timing, and reliability. For example, a support team may meet response 

SLAs but still fail customers if responses are incomplete and cases reopen repeatedly.  

 Review on-time delivery and service level attainment  

 Assess output accuracy and completeness  
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 Analyze repeat contacts or reopened cases  

 Compare promised service levels to actual experience  

7.3 Response and resolution times  

Measure how quickly the organization responds to and resolves customer requests, 

incidents, or complaints. Response time reflects accessibility, while resolution time 

reflects operational capability. Both matter. A quick acknowledgement followed by slow 

resolution may still damage trust.  

 Track first response time and final resolution time separately  

 Segment by issue type, priority, or channel  

 Identify recurring causes of extended resolution  

 Compare performance against customer expectations and SLAs  

7.4 Recurring customer issues  

Identify the problems customers experience repeatedly. Recurring issues 

often indicate deeper process weaknesses, unclear communication, product design flaws, 

weak controls, or insufficient training. A useful assessment does not stop at counting 

incidents; it links them to operational causes and corrective actions.  

 Group recurring issues by root cause and frequency  

 Review whether corrective actions reduce recurrence  

 Check whether issue ownership is assigned clearly  
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 Escalate high-impact recurring issues into improvement planning  
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8. Risk and Compliance Review  

This section reviews whether operational processes are exposed to preventable risks and 

whether the organization is meeting internal controls, legal obligations, regulatory 

expectations, and policy requirements. An efficient operation is not only fast and low-

cost, but also controlled, compliant, and resilient. If a process appears efficient but creates 

audit findings, data issues, safety incidents, or policy breaches, it is not truly sustainable.  

8.1 Process risks identified  

Identify the operational risks associated with the processes under review. These may 

include service disruption, dependency on key individuals, inadequate approvals, 

inaccurate data entry, system downtime, fraud exposure, supplier dependency, missed 

deadlines, or failure to meet customer commitments. Risk identification should focus on 

both likelihood and impact. For example, a payroll process that depends on one 

experienced employee without backup coverage creates a high continuity risk even if no 

failure has occurred yet.  

 List key risks by process step, owner, and impact area  

 Assess the likelihood and potential consequence of each risk  

 Identify control weaknesses that make the risk more likely  

 Highlight single points of failure, manual dependencies, or data integrity concerns  
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8.2 Compliance gaps detected  

Review whether actual practices align with internal policies, contractual requirements, 

SOPs, industry standards, and applicable regulations. Compliance gaps often appear 

when teams take shortcuts to save time, use outdated forms, bypass approvals, retain 

incomplete records, or fail to follow review schedules. For example, if vendor onboarding 

is completed without the required due diligence checks, the process may be faster in the 

short term but exposes the business to financial, legal, and reputational risk.  

 Compare actual practice to documented policy or control requirements  

 Review samples for missing approvals, records, or evidence of review  

 Identify nonconformities, exceptions, or repeated audit observations  

 Assess whether gaps are isolated issues or systemic weaknesses  

8.3 Corrective actions in place  

Assess whether issues, incidents, nonconformities, and control failures are being 

addressed through structured corrective actions. Effective corrective action should fix 

the immediate problem, address the root cause, assign ownership, and include 

verification of effectiveness. For example, if frequent data errors are caused by unclear 

forms, the right corrective action may be redesigning the form and retraining staff, not 

only correcting individual records after the fact.  

 Check whether corrective actions are documented and approved  

 Confirm owners, due dates, and completion status are tracked  
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 Review whether root cause analysis was performed properly  

 Verify whether completed actions actually reduced recurrence  

8.4 Monitoring and review mechanisms  

Determine whether the organization has a reliable method to monitor risk indicators, 

review compliance status, and detect deterioration early. Good monitoring includes 

dashboards, control self-assessments, internal audits, management reviews, exception 

reporting, and trend analysis. Without consistent monitoring, risks often remain invisible 

until they become incidents or customer problems.  

 Review whether KPIs, KRIs, and compliance indicators are tracked regularly  

 Check the frequency of management review and escalation meetings  

 Assess whether trends, exceptions, and control failures are analyzed  

 Confirm whether monitoring results lead to timely action  

  

http://www.gsdcouncil.org/


 
 

www.gsdcouncil.org                                                     25 
 

9. Improvement Opportunities  

This section converts assessment findings into an actionable improvement plan. 

Opportunities should be prioritized based on business impact, urgency, effort, cost, and 

dependency. A useful improvement plan balances quick wins that create momentum with 

larger initiatives that require planning, technology, or structural change.  

9.1 Quick wins (0–3 months)  

Quick wins are low-effort changes that can produce visible improvements in a short time. 

These often include clarifying roles, cleaning up templates, removing duplicate approvals, 

improving communication, updating outdated procedures, or introducing simple 

dashboards. For example, replacing multiple complaint intake forms with one 

standardized version may immediately improve data quality and reporting consistency.  

 Standardize forms, checklists, and templates  

 Clarify task ownership and escalation rules  

 Remove low-value handoffs or duplicate reviews  

 Introduce simple daily or weekly operational metrics  

9.2 Medium-term improvements (3–12 months)  

Medium-term improvements usually require planning, coordination, training, or 

configuration changes. These actions may include redesigning workflows, reallocating 

resources, implementing automation for repetitive steps, improving cross-functional 

governance, or enhancing quality controls. For example, introducing workflow 
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automation for purchase approvals may take several months but can reduce cycle time, 

improve traceability, and lower administrative effort significantly.  

 Redesign bottleneck-heavy processes using process mapping  

 Cross-train staff to reduce dependency risks  

 Automate repetitive approvals, notifications, or reporting steps  

 Improve management reporting and operational governance routines  

9.3 Long-term strategic initiatives  

Long-term initiatives involve broader transformation and often require investment, 

leadership sponsorship, and change management. These may include replacing outdated 

systems, reorganizing operating models, consolidating platforms, implementing 

enterprise-wide analytics, or embedding continuous improvement programs. For 

example, a business may move from fragmented manual tracking to an integrated 

operations management platform that supports workflow visibility, performance 

dashboards, and compliance monitoring.  

 Replace legacy systems that limit scalability or control  

 Build integrated data and performance dashboards across functions  

 Establish a continuous improvement or operational excellence program  

 Align process redesign with strategic goals and future growth plans  
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9.4 Expected business impact  

Each improvement action should be linked to a clear business outcome. Expected impact 

may include lower cost, faster turnaround time, reduced rework, stronger compliance, 

higher employee productivity, better customer satisfaction, or improved scalability. 

Estimating impact helps leaders prioritize efforts and justify investment. For example, 

reducing onboarding cycle time from 10 days to 5 days may improve new hire 

productivity while also lowering administrative backlog.  

 Estimate the expected benefit in time, cost, quality, or customer outcomes  

 Define how success will be measured after implementation  

 Identify business units or stakeholders that will benefit most  

 Note assumptions, risks, and dependencies affecting realization  
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10. Operational Efficiency Scorecard  

This scorecard provides a simple method to summarize assessment results into 

measurable ratings. Teams can assign a score from 1 to 5 for each category, where 1 

indicates poor performance and significant control or efficiency issues, and 5 indicates 

strong, consistent, and well-controlled performance. The categories below can be 

weighted equally, or the organization may adjust weightings based on strategic 

priorities.  

10.1 Process Efficiency Score  

Rate the process design, clarity, documentation, standardization, and ability to perform 

work without avoidable delay or confusion. A higher score indicates well-documented 

and consistently executed workflows with minimal bottlenecks.  

10.2 Quality Performance Score  

Rate error frequency, rework levels, control effectiveness, reliability, and the consistency 

of outputs delivered by the operation. A higher score indicates strong first-time-right 

performance and effective quality assurance.  

10.3 Resource Utilization Score  

Rate how effectively people, tools, systems, and budget are used to support operations. A 

higher score reflects balanced workloads, effective use of technology, and limited 

underutilization or overutilization.  
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10.4 Customer Satisfaction Score  

Rate the extent to which the operation meets customer expectations for quality, 

responsiveness, reliability, and issue resolution. A higher score indicates strong service 

performance and consistently positive customer outcomes.  

10.5 Overall Operational Efficiency Rating  

Calculate the overall rating by averaging the category scores or by applying an agreed 

weighting model. For example, a customer-facing support function may choose to give 

more weight to customer satisfaction and response time, while a regulated back-office 

operation may place greater weight on compliance and quality. The final rating should be 

used as a management discussion tool rather than a standalone conclusion.  

Scorecard Category  Score (1–5)  What to Consider  

Process Efficiency Score    Documentation, 

standardization, bottlenecks, 

workflow clarity  

Quality Performance Score    Error rate, rework, control 

effectiveness, consistency  
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Resource Utilization Score    Workload balance, 

technology use, staffing 

alignment, capacity use  

Customer Satisfaction Score    Feedback trends, service 

levels, response and 

resolution performance  

Overall Operational 

Efficiency Rating  

  Average or weighted result 

based on organizational 

priorities  

Suggested rating scale: 1 = Poor, 2 = Weak, 3 = Adequate, 4 = Strong, 5 = Excellent. 

Organizations may also define thresholds such as 4.5–5.0 for high-performing operations, 

3.5–4.4 for stable but improvable operations, 2.5–3.4 for moderate concern, and below 

2.5 for priority intervention.  
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Conclusion  

An operational efficiency assessment should do more than describe current performance. 

It should reveal where the organization is losing time, money, quality, or customer trust, 

and provide a structured basis for improvement. By using this template, teams can 

evaluate operations from multiple angles including process design, resource use, quality, 

cost, customer impact, risk, and compliance. The result is a practical, evidence-based view 

of how operations are functioning today and what actions are needed to strengthen 

performance tomorrow. When completed consistently over time, this assessment can 

also serve as a management tool for tracking progress, prioritizing investments, and 

building a culture of continuous improvement.  
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Elevate organizational performance through assessments

ISO 9001 Lead Auditor Certification
is based on Quality Management
Systems.

https://www.gsdcouncil.org/iso-9001-lead-auditor
https://www.gsdcouncil.org/

	1. Business Overview
	1.1 Organization/Department Name
	1.2 Assessment Date
	1.3 Assessor Name
	1.4 Key Processes Reviewed

	2. Process Efficiency Evaluation
	2.1 Are processes clearly documented?
	2.2 Are responsibilities and ownership defined?
	2.3 Are workflows standardized across teams?
	2.4 Are process bottlenecks identified and tracked?

	3. Resource Utilization Assessment
	3.1 Employee productivity and workload balance
	3.2 Equipment and technology utilization
	3.3 Resource allocation effectiveness
	3.4 Areas of underutilization or overutilization

	4. Quality and Performance Review
	4.1 Error and rework frequency
	4.2 Customer complaint trends
	4.3 Process consistency and reliability
	4.4 Quality control effectiveness

	5. Time and Productivity Analysis
	5.1 Average process completion time
	5.2 Delays and waiting periods
	5.3 Task duplication assessment
	5.4 Opportunities for automation

	6. Cost Efficiency Assessment
	6.1 Major operational cost drivers
	6.2 Waste and unnecessary expenses
	6.3 Cost-saving opportunities
	6.4 Budget utilization effectiveness

	7. Customer Impact Evaluation
	7.1 Customer satisfaction levels
	7.2 Service delivery performance
	7.3 Response and resolution times
	7.4 Recurring customer issues

	8. Risk and Compliance Review
	8.1 Process risks identified
	8.2 Compliance gaps detected
	8.3 Corrective actions in place
	8.4 Monitoring and review mechanisms

	9. Improvement Opportunities
	9.1 Quick wins (0–3 months)
	9.2 Medium-term improvements (3–12 months)
	9.3 Long-term strategic initiatives
	9.4 Expected business impact

	10. Operational Efficiency Scorecard
	10.1 Process Efficiency Score
	10.2 Quality Performance Score
	10.3 Resource Utilization Score
	10.4 Customer Satisfaction Score
	10.5 Overall Operational Efficiency Rating

	Conclusion

