Institute of Cemetery & Crematorium Management

Excellence Recognition Scheme
What is the ICCM Excellence Recognition Scheme?

The ICCM Excellence Recognition Scheme is a tool to recognise the progress of organisations in their pursuit of organisational excellence, through external assessment by trained, peer assessors against the ICCM Excellence Criteria.  The assessment potentially leads to formal ICCM Excellence Recognition in one of three categories.  

This provides:-

· A credible external measurement and review of progress, which can be used as part of the Best Value Review and regular performance reviews;

· An opportunity for comprehensive comparisons with similar organisations;

· A focus for the organisation’s improvement plans;

· A basis for process/best practice benchmarking with organisations within and outside of the cemetery and crematoria industry (the ICCM will facilitate these opportunities);

· A means to develop closer working relationships with partners;

· A tool to assist team development tool;

· An opportunity for formal Industry and peer recognition;

· An opportunity for effective public relations;

· An opportunity for the Industry to raise its profile.

The ICCM Excellence Recognition Scheme is part of the ICCM Continuous Improvement Toolkit (C.I.T), which is specifically designed for cemeteries and crematoria.  The C.I.T. contains four separate, but interrelated tools, which are designed to meet different needs of organisations:-

(i) ICCM Charter for the Bereaved
(ii) ICCM Best Value Charter Assessment Scheme
(iii) ICCM Excellence Criteria for Cemeteries and Crematoria

(iv) ICCM Excellence Recognition Scheme

Who is the Excellence Recognition Scheme For?

Any organisation managing cemeteries and crematoria can undergo an ICCM Excellence Recognition Assessment. 

The Excellence Recognition Assessment is carried out on all parts of the organisation or organisation(s) (e.g. client and contractor) involved in providing the services.  All of the burial and cremation services provided by the organisation are considered in the Assessment, although it is a sampling exercise.  The formal Recognition is awarded to the organisation(s) for the management of the services.

There are no barriers to undergoing an Excellence Recognition Assessment.  It is not essential to have carried out an ICCM Best Value Charter Assessment before you undergo an Excellence Recognition Assessment (although this will affect your Excellence Recognition results).  Organisation cannot achieve 60% or above unless they are meeting the Charter for the Bereaved Rights and pursuing the Targets.
Links with other Quality Schemes
The ICCM Excellence Recognition Scheme is not designed to compete with other quality schemes.  It is designed to provide an industry-specific, value-adding external assessment and recognition, which incorporates the relevant elements of other quality schemes.

Generic Quality Schemes:

Structured Self Assessment and improvement planning against the ICCM Excellence Criteria provides the basis for a continuous improvement programme for organisation’s managing cemeteries and crematoria.  The Excellence Criteria are directly linked to the EFQM Excellence Model and incorporate the requirements for generic quality standards/initiatives, such as ISO9000, Investors in People, Charter Mark, etc.  Therefore, the organisation does need to decide what quality schemes to use or think in terms of collection of “separate quality schemes”.  The ICCM Excellence Recognition Scheme provides the opportunity for one external assessment covering all aspects of organisational excellence (or quality) for cemetery and crematoria management.

ICCM Continuous Improvement Toolkit:

As stated in the first section, the Excellence Recognition Scheme is part of the ICCM Continuous Improvement Toolkit, comprising 4 interrelated tools designed to help organisation improve the service provided, responding to the changing demands upon the Industry, particularly the duty of Best Value.  The ICCM Excellence Criteria are designed to help organisations move on from the Charter for the Bereaved, to new levels of excellence and continuous improvement.  The Excellence Criteria reflect the need to adopt the underpinning service principles and good practice identified in the ICCM Charter for the Bereaved and its guidance document, and the need to measure the service against them, using the ICCM Best Value Charter Assessment Scheme.  The Excellence Recognition Scheme therefore covers how the organisation has adopted and measured the Rights and Targets in the Charter for the Bereaved.  

ILAM Parks and Green Space Quality Scheme:

The Excellence Recognition Scheme is closely linked to the ILAM Parks and Green Space Quality Scheme, through a common structure, style and content for the criteria, common assessment techniques and a shared Scheme Management Team.  This provides the opportunity for integrated recognition assessments; i.e. an organisation could be assessed under both Schemes during one Assessment.  This integrated approach will result in a reduced time commitment (the integrated assessment will probably last three days) and a reduced assessment fee.

QLM is the Scheme Manager for both Schemes on behalf of ICCM and ILAM.  The QLM team will provide further details on both Schemes and the integrated approach, on 01451 861084

The Assessors and Assessor Techniques

The ICCM Excellence Recognition Assessment is carried by cemetery and crematoria management professionals, who are trained in modern assessment techniques. 

The Assessment involves a review of your organisation against the ICCM Excellence Criteria.  This is normally carried out over two days.  During the Assessment, information is obtained through:-

· Discussions with a range of staff;

· Discussion with partners where necessary;

· Review of documentation;

· Observation of facilities 

Using these techniques, the Assessor obtains information about the way in which your organisation operates in the various Areas of the ICCM Excellence Criteria.  This is then analysed against the Aims and Elements.  The Assessor identifies strengths, areas for improvement and key themes.  Based on this, the Assessor will allocate a score out of 10 for each Aim.  Weightings are applied to this and the total score is translated into a 5% score band; e.g. 50%-55%, 60%-65%, etc.

Your organisation is awarded:

· Very Good Practice if the organisation scores over 60%
· Highly Commended Practice if the organisation scores between 75% and 85%
· Excellent Practice if the organisation scores 85% or more.
If your organisation scores between 50% and 60%, there is the possibility of gaining Certification through submission of documentary evidence or a limited reassessment.

It should be noted that a score of 60% reflects an organisation, which:-

· is currently meeting many of the key needs and expectations of the bereaved

· is likely to improve in the future.
Scoring is not an exact science and should not be the focus of attentions or the goal.  However, it provides useful benchmarks to assist your improvement process.

The Assessors and Assessment process and will be managed on behalf of the ICCM by specialists in Assessment and Recognition Schemes from QLM.  This ensures that the Assessments are carried out in an accurate, consistent, professional and value-adding way. 

As a result of the Assessment, you receive a report identifying key themes, strengths, areas for improvement, scores for each Aim and the overall score band.  

Further details are available from the National Office

The ICCM Excellence Recognition Scheme Process
















Application for 

ICCM Excellence Recognition Assessment
If you have planned a time for an Excellence Recognition Assessment, however far in advance, please complete the details below and return the questionnaire to the Scheme Manager (details below).

Organisation:_________________________________________________________

Contact Name:________________________________________________________

Contact Address:______________________________________________________

_____________________________________________________________________

Telephone:_________________Fax:_______________E-Mail__________________

Interested in Integrated Assessment with the ILAM Parks and Green Space Quality Scheme? _____________________________

Details of Services: 

___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Please return to:

QLM

The ICCM Excellence Recognition Scheme Managers

The Old Bakery

The Green

Northleach

Gloucestershire

GL54 3EX

Fax: 01451 861085

If you have any queries regarding the Scheme, please contact QLM on 01451 861084 or e-mail qlmsteve@aol.com



Review whether your organisation would benefit from an ICCM Excellence Recognition Scheme Assessment.  Contact the ICCM Excellence Recognition Scheme Managers (01451 861084) if you wish to discuss any issues surrounding the Recognition Scheme or the Excellence Criteria 





If you require an Assessment, complete the attached Assessment Application and send or fax it to the Scheme Managers (see contact details on form)





The Scheme Manager team will contact you to confirm the Assessment date and your Assessor





Your Assessment is carried out.





A provisional score range is given to you at a closing meeting, along with the key themes identified in the Assessment





Your score is confirmed verbally within seven days of the Assessment.





Within 28 days of the Assessment, you receive a full report of the Assessment findings, for your use in planning further improvements.





Recognition lasts for two years, after which a full re-assessment is carried out if required.








5
4

