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MEASURING RESPONSE:
A BALANCED RESPONSE SCORECARD FOR

EVALUATING SUCCESS

ABSTRACT: The success of a response is frequently
measured in a variety of ways including initial reaction,
public perception, physical and/or monetary damage to the
environment, amount spent on the response, effectiveness of
restoration efforts and other, often conflicting or
contradictory measures. A recent review of responses since
the EXXON VALDEZ reflected many positive
organizational and technological advances as well as other
areas with unsolved problems. Despite these innovations
the authors have found no comprehensive system, agreed
upon by the response community, that systematically
evaluates the success of the response effort.

This paper proposes a model for response evaluation that
highlights six key areas that must be addressed to
adequately define success before, during and after a
response. The areas are: 1) human health and safety; 2)
natural environment; 3) economic impact; 4) public
communication; 5) stakeholder service and support; and 6)
response organization. Each of these areas has critical
success factors. By assessing these critical success factors,
as part of a Balanced Response Scorecard, a response
organization has the chance to modify actions during the
response to ensure the best opportunity for success. Once
fully integrated, the response evaluation model could
influence the response process and community relations,
and lead to increasingly effective response planning and
operations.

Minimizing consequences of an incident requires not only
a sound management system, good people, and equipment,
but also goals that can be measured against agreed upon
standards or criteria. This baseline, although driven by the
subtleties of each geographic area, will provide the
opportunity for response organizations and communities to
reach consensus on success, thereby improving our ability
to protect our national interests and building an increased
sense of shared stewardship.

Introduction

)RU�PDQ\�\HDUV�WKHUH�KDV�EHHQ�DQ�RQJRLQJ�GLVFXVVLRQ�RI
KRZ�WR�GHILQH�VXFFHVV�LQ�HPHUJHQF\�UHVSRQVH��7KLV�SDSHU�LV
DQ�XSGDWH�RI�ZRUN�LQ� WKH�8�6��&RDVW�*XDUG� WR� LGHQWLI\� WKH
SULQFLSDO�PHDVXUHV�XVHG�WR�GHWHUPLQH�VXFFHVV�LQ�HPHUJHQF\
UHVSRQVH� DQG� WR� HVWDEOLVK� D� PHWKRGRORJ\� WR� HYDOXDWH
HIIHFWLYHQHVV�LQ�HDFK�RI�WKRVH�DUHDV�
7KLV�SDSHU�EHJLQV�ZLWK�D�GLVFXVVLRQ�RI�WKH�8�6��1DWLRQDO

5HVSRQVH� 6\VWHP� �156��� ,W� LGHQWLILHV� WKH� JRDO� RI� WKDW
V\VWHP�DQG�LQWURGXFHV�WKH�FRQFHSW�RI�³%HVW�5HVSRQVH�´�7KH
³%HVW�5HVSRQVH´�PRGHO�JUDSKLFDOO\�UHSUHVHQWV�WKH�EXVLQHVV
RI� HPHUJHQF\� UHVSRQVH�� ,W� LV� IROORZHG� E\� D� GHVFULSWLRQ� RI

WKH�PHWKRGRORJ\�XVHG�WR�GHYHORS�D�PHDVXUHPHQW�SODQ��7KH
PHDVXUHPHQW� SODQ� UHOLHV� RQ� WKH� FRQFHSWV� RI� NH\� EXVLQHVV
GULYHUV��FULWLFDO� VXFFHVV� IDFWRUV�DQG�D�VXUYH\� LQVWUXPHQW� WR
HYDOXDWH�WKH�FRPSOH[�SURFHVV�RI�FULVLV�UHVSRQVH�
$OWKRXJK� VXUYH\� QRUPV� ZLOO� HYROYH� RYHU� WLPH�� WKUHH

LPPHGLDWH� EHQHILWV� IRU� WKH� ³%HVW� 5HVSRQVH´�PHDVXUHPHQW
VFKHPH�DQG�VXUYH\�DUH�RIIHUHG�
�� WR�LPSURYH�UHVSRQVH�FRPPXQLW\�DOLJQPHQW�
�� WR� VHUYH� DV� D� JXLGH� RU� ³%DODQFHG� 5HVSRQVH

6FRUHFDUG´�GXULQJ�D�UHVSRQVH��DQG
�� WR�VHUYH�DV�D�SRVW�UHVSRQVH�VHOI�HYDOXDWLRQ�WRRO�
7KH�SDSHU�HODERUDWHV�RQ�WKH�XVH�RI�WKHVH�FRQFHSWV�GXULQJ

D� UHVSRQVH� DQG� SURSRVHV� WKHLU� XVH� DV� SDUW� RI� D� %DODQFHG
5HVSRQVH� 6FRUHFDUG�� 8VLQJ� WKH� ³%HVW� 5HVSRQVH´
PHDVXUHPHQW� VFKHPH�� WKH� VXJJHVWHG� VFRUHFDUG� EOHQGV
WUDGLWLRQDO� RSHUDWLRQDO� GHWDLOV� ZLWK� DQ� DZDUHQHVV� RI
SURJUHVV� WRZDUGV� RXWFRPHV� WKDW� EHQHILW� QDWLRQDO� LQWHUHVWV�
7KLV�EURDGHU�YLHZ�RI�VXFFHVV�ZLOO�KDYH�D�EHQHILFLDO�LPSDFW
RQ� RXU� DELOLW\� WR�PRUH� HIIHFWLYHO\� SUHSDUH� IRU� DQG� GHOLYHU
HPHUJHQF\�UHVSRQVH�ZLWK�SRVLWLYH��PHDQLQJIXO�UHVXOWV�

The U.S. National Response System (NRS)

7KH�8�6�� 1DWLRQDO� 5HVSRQVH� 6\VWHP� ZDV� HVWDEOLVKHG� LQ
WKH� ODWH� ����V�� ,W� ZDV� FUHDWHG� LQ� DQVZHU� WR� D� QXPEHU� RI
ODUJH�VFDOH�SROOXWLRQ�LQFLGHQWV�WKDW�KLJKOLJKWHG�WKH�QDWLRQ¶V
QHHG�WR�SURYLGH�D�PHFKDQLVP�WR�IRVWHU�VXSSRUW��FRRSHUDWLRQ
DQG�FROODERUDWLRQ�DPRQJ�DOO�UHVSRQVH�HQWLWLHV��ERWK�LQGXVWU\
DQG� JRYHUQPHQW� �IHGHUDO�� VWDWH�� ORFDO�� LQ� RUGHU� WR� SURYLGH
WKH�EHVW�SRVVLEOH�UHVSRQVH��)LJXUH��� LV�D�VXPPDU\�YLHZ�RI
WKH� 1DWLRQDO� 5HVSRQVH� 6\VWHP�� 7KH� IRXQGDWLRQ� RI� WKH
V\VWHP� LV� WKH� FRPSRQHQWV�� RU� SOD\HUV²LQGXVWU\� DQG
JRYHUQPHQW��WKH�EXVLQHVV�RI�WKH�V\VWHP�LV�³%HVW�5HVSRQVH´�
DQG� WKH� JRDO� RI� WKH� V\VWHP� LV� WKH� SURWHFWLRQ� RI� WKRVH
HOHPHQWV� RI� WKH� 1DWLRQDO� ,QWHUHVWV� VXPPDUL]HG� KHUH� DV
3HRSOH��WKH�(QYLURQPHQW��3URSHUW\��DQG�WKH�(FRQRP\�

The goal of the NRS. “Minimize the Consequences of
Pollution Incidents”—1999 U.S. Coast Guard
Performance Plan. This is the primary goal of the NRS
when responding to oil and hazmat incidents. This
simple statement focuses on the actual outcome that the
NRS is chartered to deliver to the nation. It has been
accepted by the U.S. Coast Guard as its goal in the area
of pollution response.
7KH� IRXU� FDWHJRULHV� UHSUHVHQWLQJ� WKH� 1DWLRQDO� ,QWHUHVWV

DUH�GHVLJQHG�WR�EH�EURDG�HQRXJK�WR�LQFOXGH�HYHU\WKLQJ�WKH
UHVSRQVH�RUJDQL]DWLRQ�LV�WU\LQJ�WR�SURWHFW��7KHVH�FDWHJRULHV
LQFOXGH�
�� 3HRSOH²SHRSOH�� WKHLU� ZHOIDUH� DQG� WKHLU� LQWHUHVWV

�VRFLDO��FXOWXUDO��DUFKHRORJLFDO�DQG�UHFUHDWLRQDO��



�� (QYLURQPHQW²WKH�QDWXUDO�HQYLURQPHQW�
�� 3URSHUW\²WKH�SURSHUW\�SHRSOH�RZQ��DQG
�� (FRQRP\²WKRVH� HFRQRPLF� V\VWHPV� WKDW� VXVWDLQ

ORFDO��UHJLRQDO�RU�QDWLRQDO�LQWHUHVWV�
The Players of the NRS. )LJXUH���VKRZV�WKDW�WKH

UHVSRQVH�V\VWHP�LQFOXGHV�ERWK�SULYDWH�DQG�SXEOLF�VHFWRU
UHSUHVHQWDWLYHV��,Q�WKH�8�6���WKH�UHVSRQVLEOH�SDUW\

�VXSSRUWHG�E\�UHSUHVHQWDWLYHV�RU�FRQWUDFWRUV��DQG
GHVLJQDWHG�JRYHUQPHQW�DJHQFLHV��IHGHUDO��VWDWH��DQG�ORFDO�
HDFK�KDYH�MXULVGLFWLRQ�DQG�RQ�VFHQH�IXQFWLRQDO
UHVSRQVLELOLWLHV��7KHUHIRUH��PDQDJHPHQW�UHVSRQVLELOLWLHV�DUH
QRUPDOO\�FDUULHG�RXW�XVLQJ�D�8QLILHG�&RPPDQG��8&�
VWUXFWXUH�DQG�DQ�,QFLGHQW�&RPPDQG�6\VWHP�RUJDQL]DWLRQ�

The business of the NRS—“best response”

³5HVSRQVH� WR� D� PDMRU� SROOXWLRQ� HPHUJHQF\� LV� OLNH
VWDQGLQJ� XS�� RYHUQLJKW�� D� PXOWL�PLOOLRQ� GROODU� FRUSRUDWLRQ
ZLWK� WKUHH� �RU� PRUH�� SDUWQHUV� �8QLILHG� &RPPDQG�� WKDW
GRQ¶W�SDUWLFXODUO\�ZDQW�WR�EH�LQ�EXVLQHVV�WRJHWKHU�´
7KLV� VWDWHPHQW�FDSWXUHV�DQG�FKDUDFWHUL]HV� WKH�HVVHQFH�RI

WKH�FKDOOHQJH�RI�UHVSRQGLQJ�WR�D�PDMRU�SROOXWLRQ�HPHUJHQF\
LQ� WKH� 8QLWHG� 6WDWHV�� 7KH� WUHPHQGRXV� YDULHW\� RI� HQWLWLHV
�DJHQFLHV�� FRPSDQLHV�� RUJDQL]DWLRQV�� LQGLYLGXDOV�� HWF��� WKDW
DUH� SDUWQHUV�� FXVWRPHUV�� VXSSOLHUV� DQG� VWDNHKROGHUV� LQ� WKH
EXVLQHVV� RI� HPHUJHQF\� UHVSRQVH� KDYH� DOZD\V� SRVHG� KXJH
FKDOOHQJHV� WR� HPHUJHQF\� UHVSRQGHUV�� 2YHU� WKH� \HDUV�
EDODQFLQJ�WKHLU�QHHGV�KDV�VSDZQHG�FRQVLGHUDEOH�GHEDWH�DQG
FRQIOLFW� DV� UHVSRQVH�PDQDJHUV� ZUHVWOHG�ZLWK� VDWLVI\LQJ� DOO
OHJLWLPDWH�LQWHUHVWV�LQ�WKH�PLGVW�RI�HPHUJHQF\�UHVSRQVH�
,Q� DQ� HIIRUW� WR� HVWDEOLVK� D� KROLVWLF� YLHZ²D� PHQWDO

PRGHO²RI�WKLV�YHU\�FRPSOH[�EXVLQHVV��DQG�SURYLGH�D�VLQJOH
FRPPRQ�YLHZ�RI�ZKDW�D�UHVSRQVH�LV�DQG�ZKDW�LW�ORRNV�OLNH�

WKH�&RDVW�*XDUG�PHDVXUHPHQW�GHYHORSPHQW�WHDP�FUHDWHG�D
JUDSKLF�WR�GHSLFW�WKH�EXVLQHVV�RI�UHVSRQVH��)LJXUH����³%HVW
5HVSRQVH��&RDVWDO�0DULWLPH�2LO�6SLOO�´� LV� WKDW�PRGHO��7KH
PRGHO�GRHV�QRW�SUHWHQG�WR�VHWWOH� WKH�KLVWRULFDO�FRQIOLFW�DQG
GHEDWH�RYHU�FRPSHWLQJ�SULRULWLHV��LW�VLPSO\�SUHVHQWV�WKHP�VR
DV� WR� HQFRXUDJH� GLVFXVVLRQ�� ,W� GRHV� KRZHYHU�� DWWHPSW� WR
FDSWXUH� WKH� HVVHQFH� RI� WKH� UHVSRQVH�� SURYLGLQJ� D� FRPPRQ
IRFXV� IRU� DOO� VHJPHQWV� RI� WKH� UHVSRQVH� DQG� VWDNHKROGHU
FRPPXQLWLHV�� ,I� WKH� PRGHO� LV� DFFXUDWH�� WKHQ� HYHU\� PDMRU
SOD\HU� DQG� VWDNHKROGHU� VKRXOG� VHH� KLV�KHU�SULPDU\� LQWHUHVW
SURPLQHQWO\� UHSUHVHQWHG� LQ� WKH� URZ� RI� DUURZV� DORQJ� WKH
XSSHU�SRUWLRQ�RI� WKH�GLDJUDP��7KH�PRGHO�KDV� WKH�SRWHQWLDO
WR�HQDEOH�DOO�SOD\HUV�DQG�VWDNHKROGHUV�WR�DJUHH�RQ�WKH�PDMRU
IXQFWLRQDO�DFWLYLWLHV�ZLWK�H[SOLFLW�DFNQRZOHGJHPHQW�WKDW�DOO
LQWHUHVWV� DUH� YDOXHG� DQG� LPSRUWDQW��$V� D� UHVXOW�� WKH�PRGHO
FDQ�IDFLOLWDWH�D�PRUH�HIIHFWLYH�GLVFXVVLRQ�IRFXVHG�RQ�KRZ�WR
DFKLHYH�WKH�%HVW�5HVSRQVH�

National Response System (NRS)

“Best Response”
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7KH�GLDJUDP�FDQ�DOVR�VHUYH�DV� D� ³VKDUHG�PHQWDO�PRGHO´
IRU�WKH�HQWLUH�UHVSRQVH�FRPPXQLW\��$�VKDUHG�PRGHO�VHUYHV
DV�D�YHU\�SUDFWLFDO�DOLJQPHQW�WRRO��,W�KHOSV�FODULI\�WKH�VFRSH�
FRPSOH[LW\� DQG� LQWHUUHODWLRQVKLSV� RI� WKH� PDQ\� LPSRUWDQW
IXQFWLRQV�FDUULHG�RXW�LQ�D�FULVLV�UHVSRQVH��7KH�XSSHU�SRUWLRQ
RI� WKH�JUDSKLF� �WKH� DUURZV�� UHSUHVHQWV� WKH�PDMRU� IXQFWLRQV
WKDW� PXVW� EH� SHUIRUPHG� HIIHFWLYHO\� DQG� HIILFLHQWO\� WR
DFKLHYH�%HVW�5HVSRQVH��7KH� DUURZV� UHSUHVHQW� WKRVH�PDMRU
IXQFWLRQV� WKDW�GLUHFWO\� LPSDFW� WKH� GHVLUHG� RXWFRPHV� RI� WKH
UHVSRQVH��7KH�XVH�RI�DUURZV�LQ�WKH�GLDJUDP�WR�UHSUHVHQW�WKH
SULPDU\�IXQFWLRQDO�DUHDV�ZDV�D�GHOLEHUDWH��V\PEROLF�FKRLFH
UHSUHVHQWLQJ� WKH� IDFW� WKDW� DQ� HIIHFWLYH� UHVSRQVH� WR� D
FRPSOH[� SROOXWLRQ� HPHUJHQF\� LV� D� PXOWL�IXQFWLRQDO� HYHQW�
ZLWK� D� ZLGH� YDULHW\� RI� WKLQJV� WKDW� PXVW� EH� DFFRPSOLVKHG
VLPXOWDQHRXVO\�� (DFK� DUURZ� LV� D� FRPSOH[�� PXOWL�
RUJDQL]DWLRQDO� IXQFWLRQ� WKDW�� E\� LWVHOI�� ZLOO� SUHVHQW
VLJQLILFDQW� FKDOOHQJHV�� ,W� LV� LQFXPEHQW� RQ� WKH� UHVSRQVH
PDQDJHU� WR� HQVXUH� WKDW� DOO� IXQFWLRQV� JR� IRUZDUG
VLPXOWDQHRXVO\�
7KH� ORZHU� SRUWLRQ�� WKH� IRXQGDWLRQ� RI� WKH� PRGHO�

UHSUHVHQWV� WKH� UHVSRQVH� PDQDJHPHQW� V\VWHP� WKDW� PXVW
HQVXUH� WKDW� WKH� UHVSRQVH� LV� FDUULHG� RXW� HIIHFWLYHO\� DQG
HIILFLHQWO\�� 7KDW� IRXQGDWLRQ� LV� EDVHG� RQ� WKH� 1DWLRQDO
,QWHUDJHQF\� ,QFLGHQW� 0DQDJHPHQW� 6\VWHP� �1,,06�
,QFLGHQW�&RPPDQG�6\VWHP��,&6��
Operational Response. 7KH�XSSHU�OHIW�VHFWLRQ�RI�DUURZV�LQ
)LJXUH���UHSUHVHQWV�WKH�2SHUDWLRQDO�5HVSRQVH��7\SLFDOO\��D
PDMRU�PDULWLPH�SROOXWLRQ�HPHUJHQF\�UHVSRQVH�EHJLQV�ZLWK
D�GLVWUHVV�FDOO�LQLWLDWLQJ�D�6HDUFK�DQG�5HVFXH��6$5��FDVH�
7KDW�LV�IROORZHG�TXLFNO\�E\�PRXQWLQJ�RSHUDWLRQDO
UHVSRQVHV��DV�QHHGHG��LQ�WKH�DUHDV�RI�ILUHILJKWLQJ��VDOYDJH
DQG�OLJKWHULQJ��DQG�SROOXWLRQ�FOHDQXS�FRXQWHUPHDVXUHV�
&RXQWHUPHDVXUHV�PD\�LQFOXGH�FRQWDLQPHQW�DQG�SURWHFWLRQ�
RQ�ZDWHU�UHFRYHU\��VKRUHOLQH�UHFRYHU\�DQG�FOHDQ�XS�
ZLOGOLIH�SURWHFWLRQ��UHFRYHU\�DQG�UHKDELOLWDWLRQ��DGYDQFHG
FRXQWHUPHDVXUHV�VXFK�DV�GLVSHUVDQW�DSSOLFDWLRQ�RU�LQ�VLWX
EXUQLQJ��GLVSRVDO��DQG�KD]DUGRXV�VXEVWDQFH�UHVSRQVH��7KH

DUURZV�LQGLFDWH�SDUDOOHO��VLPXOWDQHRXV�H[HFXWLRQ�RI�WKHVH
IXQFWLRQV�
$�EORFN� ODEHOHG� VDIHW\� LV� LQFOXGHG� VXSSRUWLQJ� WKH� HQWLUH

³RSHUDWLRQDO´� FRPSOH[�� (DFK� RI� WKH� RSHUDWLRQDO� UHVSRQVH
PHDVXUHV�� LQ� DQG� RI� WKHPVHOYHV�� LV� SRWHQWLDOO\� H[WUHPHO\
GDQJHURXV�� 6DIHW\� PXVW� EH� LQWHJUDO� WR� DOO� DVSHFWV� RI� HDFK
RSHUDWLRQ�
Public Information and Stakeholder Service & Support.
7DNHQ� WRJHWKHU�� WKH� IXQFWLRQV�RI�3XEOLF� ,QIRUPDWLRQ� DQG

6WDNHKROGHU� 6HUYLFH� DQG� 6XSSRUW� DUH� WKH� SULPDU\
³&XVWRPHU�6HUYLFH´� IXQFWLRQV� SURYLGHG� E\� WKH� HPHUJHQF\
PDQDJHU�� ,Q� WKH� SDVW�� WKH� SULPDU\� FXVWRPHU� LQ� HPHUJHQF\
UHVSRQVH� KDG� EHHQ� WKH� ³FRPPRQ� JRRG´� RU� SHUKDSV� WKH
³$PHULFDQ� SHRSOH�´� &HUWDLQO\� WKHVH� JHQHULF� FXVWRPHUV
EHQHILW�IURP�WKH�HIIRUWV�RI�HPHUJHQF\�UHVSRQGHUV��KRZHYHU�
WKHUH� DUH� IDU� PRUH� VSHFLILF� FXVWRPHU� JURXSV� ZLWK� PRUH
SUHFLVH� QHHGV� WR� EH� VHUYHG� DQG� WKHLU� QHHGV� PHULW� GLUHFW
DWWHQWLRQ�

“In a Crisis, Always Be the First and Best Source of
Information”—Communications Council of America..
3XEOLF�,QIRUPDWLRQ�VSHDNV�WR�WKH�UHVSRQVLELOLW\�IRU�NHHSLQJ
WKH�SXEOLF�LQIRUPHG��,W�LV�LQFXPEHQW�XSRQ�RQ�WKH�HPHUJHQF\
PDQDJHU� WR� NHHS� WKH� SXEOLF� IXOO\� DGYLVHG� VR� WKH\� IHHO
FRQILGHQW� WKDW� WKH� UHVSRQVH� LV� EHLQJ� FDUULHG� RXW� FRUUHFWO\�
3XEOLF�FRQILGHQFH�LV�LPSRUWDQW�IRU�WKH�SHUFHLYHG�VXFFHVV�RI
WKH� FULVLV� UHVSRQVH� HIIRUW�� ,W� LV� QRWHZRUWK\� WKDW� D� SULPH
PRYHU� IRU� WKH�8�6��*RYHUQPHQW�3HUIRUPDQFH� DQG�5HVXOWV
$FW��*35$��ZDV�WKH�VHULRXVO\�HURGHG�SXEOLF�FRQILGHQFH�LQ
JRYHUQPHQW�� /DUJH� FULVHV� DUH� RQH� RI� WKH� VLWXDWLRQV� WKH
SXEOLF� DEVROXWHO\� ZDQWV� WR� IHHO� FRQILGHQW� WKDW� WKHLU
JRYHUQPHQW� �DQG�HYHU\RQH�HOVH�� LV�SURSHUO\�KDQGOLQJ��7KH
3XEOLF� ,QIRUPDWLRQ� IXQFWLRQ� FDUULHV� WKH� UHVSRQVLELOLW\� RI
HQVXULQJ�WKDW�WKH�SXEOLF� LV� IXOO\�DZDUH�RI�SURJUHVV�DQG�KDV
HYHU\� RSSRUWXQLW\� WR� FRQFOXGH� WKDW� WKH� LQFLGHQW� LV� EHLQJ
KDQGOHG�SURSHUO\��7KH�H[SOLFLW�LQWHQW�LV�WKDW�WKH�SXEOLF�ZLOO
KDYH� IXOO� DFFHVV� WR� WKH� JRRG� DQG� WKH� EDG�� 7KHUH� LV� QR
LPSOLHG� LQWHQW� WKDW� WKH� HPHUJHQF\� UHVSRQGHUV� ZLOO� UHSRUW
DQ\WKLQJ�EXW�WKH�WUXWK�

Best Response  (Coastal Maritime Oil Spill)
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6WDNHKROGHU� 6HUYLFH� 	� 6XSSRUW� UHSUHVHQWV� WKH
UHVSRQVLELOLW\� WR� NHHS� DOO� VWDNHKROGHUV� IXOO\� DGYLVHG� DERXW
WKH� VWDWXV� RI� WKH� UHVSRQVH�� 7KLV� LV� LPSRUWDQW� EHFDXVH
VWDNHKROGHUV� KDYH� EHHQ� LPSDFWHG� E\� WKH� VSLOO� RU� KDYH� D
YHVWHG� LQWHUHVW� LQ� WKH� RXWFRPH� RI� WKH� UHVSRQVH�� ,Q� DQ� ,&6
RUJDQL]DWLRQ�� WKH� /LDLVRQ� 2IILFHU� URXWLQHO\� GHDOV� ZLWK
DVVLVWLQJ� DQG� FRRSHUDWLQJ� DJHQFLHV�� RUJDQL]DWLRQV� RU
FRPSDQLHV�� ,Q� DGGLWLRQ�� WKHUH� DUH� VL[� RWKHU� FDWHJRULHV� RI
VWDNHKROGHUV�WKDW�PXVW�EH�DGGUHVVHG�
*HQHUDO 6SHFLILF
���(QYLURQPHQWDO ���&ODLPDQWV
���(FRQRPLF ��1DWXUDO�5HVRXUFH�'DPDJH

$VVHVVPHQW�5HSUHVHQWDWLYHV
���3ROLWLFDO ���,QYHVWLJDWRUV
$SSURSULDWH�6WDNHKROGHU�6HUYLFH�	�6XSSRUW� LQFOXGHV� WKH

LGHD� WKDW� WKH� UHVSRQVH� OHDGHUVKLS� DFWLYHO\� VHHNV� RXW� WKH
VWDNHKROGHUV�� NHHSV� WKHP� LQIRUPHG�� DQG� DFWLYHO\� UHFHLYHV
LQSXW� IURP� WKHP�� 7KLV� HQVXUHV� WKDW�� ZKHUH� SRVVLEOH�� WKH
PDQDJHPHQW� RI� WKH� FULVLV� ZLOO� WDNH� LQWR� DFFRXQW� WKHLU
LQWHUHVWV�
3XEOLF�,QIRUPDWLRQ�DQG�6WDNHKROGHU�6HUYLFH�DQG�6XSSRUW�

WDNHQ� WRJHWKHU� UHSUHVHQW� WKH� ³&XVWRPHU� 6HUYLFH´� VLGH� RI
HPHUJHQF\� UHVSRQVH� DQG� DUH� FULWLFDO� WR� WKH� RYHUDOO� ILQDO
MXGJPHQW�RI�WKH�TXDOLW\�DQG�WKH�VXFFHVV�RI�WKH�UHVSRQVH�
The Response Management System – NIIMS ICS.�7KH
QH[W�VHFWLRQ�RI�WKH�PRGHO��WKH�ERWWRP�KDOI�RI�WKH�GLDJUDP�
UHSUHVHQWV�WKH�5HVSRQVH�0DQDJHPHQW�6\VWHP��7KLV
GLDJUDP�LV�DUUDQJHG�WR�SURYLGH�D�IXQFWLRQDO�UHSUHVHQWDWLRQ
RI�KRZ�1,,06�,&6�LQWHUDFWV�DQG�DOLJQV�ZLWK�WKH�PDMRU
IXQFWLRQV���WKH�DUURZV��7KH�6DIHW\�2IILFHU�DQG�2SHUDWLRQV
6HFWLRQ�ZRUN�SULPDULO\�LQ�VXSSRUW�RI�WKH�2SHUDWLRQDO
5HVSRQVH��WKH�,QIRUPDWLRQ�2IILFHU��,2��LV�UHVSRQVLEOH�IRU
3XEOLF�,QIRUPDWLRQ��DQG�WKH�/LDLVRQ�2IILFHU��/2��
VXSSRUWHG�E\�7HFKQLFDO�6SHFLDOLVWV��76���LV�UHVSRQVLEOH�IRU
6WDNHKROGHU�6HUYLFH�DQG�6XSSRUW�
7KH� VXSSRUWLQJ� OD\HU� RI� RUJDQL]DWLRQ� LV� VKRZQ� LQ� WKH

GLDJUDP� DV� WKH�3ODQQLQJ�� )LQDQFH�� DQG�/RJLVWLFV� 6HFWLRQV�
7KHLU� UHVSRQVLELOLWLHV� VSUHDG� WKURXJKRXW� DOO� DUHDV� RI� WKH
IXQFWLRQDO� UHVSRQVH�� 6LPLODUO\�� 8QLILHG� &RPPDQG� FDUULHV
UHVSRQVLELOLW\�IRU�DQG��WKHUHIRUH��VXSSRUWV�DOO�DVSHFWV�RI�WKH
UHVSRQVH�
The Incident Command Post. 7KH�ERWWRP�OD\HU�RI�WKH
PRGHO²WKH�,QFLGHQW�&RPPDQG�3RVW²KDV�EHHQ�SODFHG�LQ
WKH�GLDJUDP�XQGHUSLQQLQJ�WKH�HQWLUH�V\VWHP��7KLV
HPSKDVL]HV�WKDW��LQ�D�FRPSOH[�SROOXWLRQ�UHVSRQVH��WKH
OHDGHUVKLS�DQG�PDQDJHPHQW�RI�WKH�UHVSRQVH�ZLOO�EH
IDFLOLWDWHG�E\�D�SURSHUO\�HTXLSSHG�DQG�FRQILJXUHG
&RPPDQG�3RVW��,QWHJUDWLRQ�RI�UHVSRQVH�UHVRXUFHV�DQG�FR�
ORFDWLRQ�RI�WKH�SULQFLSDOV�ZLOO�KHOS�LPSURYH�WKH�HIILFLHQF\
DQG�WKH�HIIHFWLYHQHVV�RI�WKH�UHVSRQVH�

“Best response” summary

%HVW� 5HVSRQVH� LV� WKH� KLJKO\� FRPSOH[� DQG� FKDOOHQJLQJ
EXVLQHVV� RI� WKH� 8�6�� 1DWLRQDO� 5HVSRQVH� 6\VWHP� DQG
HPHUJHQF\� UHVSRQVH� LQ� JHQHUDO�� ,W� LV� YHU\� LPSRUWDQW� WR
XQGHUVWDQG�DQG�WR�EH�DEOH�WR�DFFRPSOLVK�LI�ZH�DUH�WR�UHDFK
RXU�QDWLRQDO�JRDO�WR�PLQLPL]H�WKH�FRQVHTXHQFHV�RI�SROOXWLRQ
LQFLGHQWV� WR� SHRSOH�� WKH� HQYLURQPHQW�� SURSHUW\� DQG� WKH
HFRQRP\�

7KH�%HVW�5HVSRQVH�PRGHO�FODULILHV�DQG�KHOSV�XV�IRFXV�RXU
HIIRUWV�LQ�VHYHUDO�ZD\V�

• ,W�GHSLFWV� WKH�PXOWL�IDFHWHG�DFWLYLWLHV�RFFXUULQJ� LQ� D
FULVLV�UHVSRQVH�

• ,W� HVWDEOLVKHV� D� ZKROH� V\VWHP�� JUDSKLFDO� YLHZ� RI
ZKDW�HPHUJHQF\�UHVSRQVH�OHDGHUV�QHHG�WR�SURYLGH�

• ,W� DGGV� FODULW\� DQG� FRPPRQ� SHUVSHFWLYH�� HQDEOLQJ
HYHU\� SDUWLFLSDQW� WR� EHWWHU� JUDVS�� DSSUHFLDWH�� DQG
DJUHH� RQ� WKH� OHQJWK� DQG� EUHDGWK� RI� DOO� WKDW� WKH
UHVSRQVH�V\VWHP�LV�UHTXLUHG�WR�GHOLYHU�

• ,W�VHUYHV�DV�D�YHU\�SUDFWLFDO�DOLJQPHQW�WRRO��HQDEOLQJ
WKH� UHVSRQVH� FRPPXQLW\� WR� KDYH� D� ³VKDUHG� PHQWDO
PRGHO´� RI� WKH� VFRSH�� FRPSOH[LW\� DQG
LQWHUUHODWLRQVKLSV� RI� WKH� PDQ\� LPSRUWDQW� IXQFWLRQV
FDUULHG�RXW�LQ�D�FULVLV�UHVSRQVH�

• ,W�LV�XVHIXO�DV�D�FKHFNOLVW�IRU�UHYLHZLQJ�UHDGLQHVV�
• ,W� LV� XVHIXO� DV� D� FKHFNOLVW� IRU� VHWWLQJ� REMHFWLYHV

GXULQJ�D�UHVSRQVH�
• ,W� SURYLGHV� WKH� DELOLW\� WR� TXLFNO\� DQG� YLVXDOO\

UHSUHVHQW� WR� WKH� XQLQIRUPHG� WKH� PDJQLWXGH� RI� WKH
FKDOOHQJH� SUHVHQWHG� E\� D� PDMRU� SROOXWLRQ� UHVSRQVH
DQG�PD\�VHUYH�DV�D�JRRG�FRPPXQLFDWLRQ�WRRO�

$� JHQHUDO� XQGHUVWDQGLQJ� DQG� FRQVHQVXV� RQ� WKH� %HVW
5HVSRQVH� PRGHO� VHUYHV� DV� WKH� EDVLF� IUDPHZRUN� IRU� WKH
PHDVXUHPHQW� VFKHPH� SURSRVHG� LQ� WKH� UHPDLQGHU� RI� WKLV
SDSHU�

Measuring the success of a crisis response

Why Important?�7KH�QH[W�FKDOOHQJH�LV�WR�LGHQWLI\�DQG�WR
PHDVXUH�WKH�DFWXDO�RXWFRPHV�RI�WKH�UHVSRQVH�HIIRUW��7KH
KLVWRULFDO�IRFXV�KDV�W\SLFDOO\�EHHQ�RQ�PHDVXULQJ�DFWLYLWLHV
VXFK�DV��VSHHG�LQ�UHVSRQGLQJ��IHHW�RI�ERRP�GHSOR\HG��DQG
JDOORQV�VSLOOHG�DQG�UHFRYHUHG�UDWKHU�WKDQ�WKH�DFWXDO�LPSDFW
RI�WKRVH�DFWLYLWLHV��:KLOH�WUDGLWLRQDO�PHWULFV�DUH�LPSRUWDQW
PDWWHUV�LQ�WKH�UHVSRQVH��WKH\�DUH�ODUJHO\�UHIOHFWLYH�RI
SURFHVVHV�DQG�DFWLYLWLHV�EHLQJ�FDUULHG�RXW�LQ�WKH�UHVSRQVH
DQG�GR�QRW�DOZD\V�GLUHFWO\�UHODWH�WR�WKH�RYHUDOO�RXWFRPHV�
7KH�LQWHQW�LV�WR�PHDVXUH�RXWFRPHV�WKDW�GLUHFWO\�UHODWH�WR
PLQLPL]LQJ�FRQVHTXHQFHV�WR�SHRSOH��WKH�HQYLURQPHQW�
SURSHUW\�DQG�WKH�HFRQRP\��,GHDOO\��ZH�ZDQW�VSHFLILF
LQIRUPDWLRQ�WKDW�ZLOO�UHODWH�WR�WKH�YDOXH�SURYLGHG�E\�RXU
UHVSRQVH�HIIRUWV��L�H���WKURXJK�UHGXFHG�FRQVHTXHQFHV��
Leading vs. Lagging Indicators. 7KHUH�DUH�WZR�JHQHUDO
FDWHJRULHV�RI�PHDVXUHPHQWV��OHDGLQJ�LQGLFDWRUV�DQG�ODJJLQJ
LQGLFDWRUV��%RWK�DUH�YDOXDEOH�WR�WKH�PDQDJHU�LQ�HYDOXDWLQJ
SURJUHVV��7KH�OLWHUDWXUH�VXJJHVWV�WKDW��ZKHQHYHU�SRVVLEOH��D
PHDVXUHPHQW�SODQ�VKRXOG�LQFOXGH�ERWK�
7KH� /HDGLQJ� ,QGLFDWRU� IRU� HPHUJHQF\� UHVSRQVH� PXVW

FHQWHU� RQ� WKH� UHVSRQVH� RUJDQL]DWLRQ¶V� FDSDELOLW\� WR
PLQLPL]H�FRQVHTXHQFHV��7KH� LQGLFDWRU� VKRXOG�PHDVXUH� WKH
GHJUHH�RI�SUHSDUHGQHVV��L�H��WKH�DSSDUHQW�DELOLW\�WR�PLQLPL]H
WKH�FRQVHTXHQFHV��7KH�&RDVW�*XDUG¶V�OHDGLQJ�LQGLFDWRU�ZLOO
LQYROYH�����D�GHWDLOHG�DVVHVVPHQW�RI�UHTXLUHG�UHVSRQVH�SODQV
DQG� ��� DQ� DVVHVVPHQW� RI� DSSDUHQW� FDSDELOLW\� WR� UHVSRQG
VXFFHVVIXOO\�LQ�D�YDULHW\�RI�IXQFWLRQDO�DUHDV�
7KH� FDSDELOLW\� DVVHVVPHQW� ZLOO� ORRN� DW� VXFK� WKLQJV� DV�

UHVRXUFHV� DYDLODEOH�� V\VWHPV� VXSSRUW�� SROLFLHV�� SURFHGXUHV�
WUDLQLQJ� OHYHOV�DQG�H[HUFLVH�SDUWLFLSDWLRQ��7KH� DVVHVVPHQWV
ZLOO�EH�SULQFLSDOO\�VHOI�HYDOXDWLYH��EXW�PXVW�EH�XVHIXO�DW�WKH



ORFDO��UHJLRQDO�DQG�QDWLRQDO�OHYHO��7KH�OHDGLQJ�LQGLFDWRU�ZLOO
EH�YDOLGDWHG�E\�WKH�ODJJLQJ�LQGLFDWRU�SURSRVHG�EHORZ�
7KH�/DJJLQJ�,QGLFDWRU�ZLOO�PHDVXUH� WKH�DFWXDO�RXWFRPHV

EDVHG� RQ� WKH� QDWLRQDO� JRDO�� 7KLV� PHDQV� PHDVXULQJ� KRZ
HIIHFWLYH� WKH� UHVSRQVH� RUJDQL]DWLRQ�ZDV� DW�PLQLPL]LQJ� WKH
FRQVHTXHQFHV� RI� D� SROOXWLRQ� LQFLGHQW�� 7KH� SULPDU\
HPSKDVLV� GXULQJ� WKH� SDVW� \HDU� KDV� EHHQ� RQ� GHYHORSLQJ� D
SODQ�WR�PHDVXUH�WKH�/DJJLQJ�,QGLFDWRU²WKH�DFWXDO�PHDVXUH

RI� ZKDW� D� UHVSRQVH� DFFRPSOLVKHV� UHODWLYH� WR� PLQLPL]LQJ
FRQVHTXHQFHV��7KLV�LV�WKH�IRFXV�RI�WKH�UHVW�RI�WKLV�SDSHU�

The measurement framework

7KH� SURFHVV� XVHG� WR� GHYHORS� PHDVXUHV� RI� RXWFRPHV� LV
GHSLFWHG�LQ�)LJXUH���
6WHS� ��� ,GHQWLI\� WKH� JRDO²³0LQLPL]H� WKH� FRQVHTXHQFHV

RI�D�SROOXWLRQ�LQFLGHQW´�

6WHS����,GHQWLI\�WKH�NH\�EXVLQHVV�GULYHUV��.%'��WKDW�PXVW
EH�DFFRPSOLVKHG�LQ�RUGHU�WR�UHDFK�WKH�JRDO��.%'¶V�VKRXOG
OLQN� WR� WKRVH� QDWLRQDO� LQWHUHVWV� �SHRSOH�� HQYLURQPHQW�
SURSHUW\��HFRQRP\��ZH�DUH�WU\LQJ�WR�EHQHILW�E\�PLQLPL]LQJ
WKH�FRQVHTXHQFHV�RI�D�SROOXWLRQ�LQFLGHQW��7KH�DVVXPSWLRQ�LV
WKDW�WKHUH�DUH�VHYHUDO�.%'¶V�WKDW�PXVW�HDFK�EH�DGGUHVVHG�WR
UHDOL]H�VXFFHVV��7KH� ILQDO� MXGJHPHQW�RI� VXFFHVV�ZLOO�EH�DQ
DJJUHJDWH�VFRUH�EDVHG�RQ�WKH�UHODWLYH�VXFFHVV�LQ�HDFK�RI�WKH
.%'¶V�
6WHS����,GHQWLI\�WKH�FULWLFDO�VXFFHVV�IDFWRUV��&6)��IRU�HDFK

.%'��(DFK�&6)�LV�VRPHWKLQJ�WKDW�PXVW�JR�ZHOO�RU�EH�GRQH
ULJKW�LQ�RUGHU�IRU�WKH�.%'�WR�EH�SURWHFWHG�RU�UHFHLYH�VRPH
EHQHILW��5RFNKDUG���������$JDLQ��WKH�HQWHULQJ�DVVXPSWLRQ�LV
WKDW�WKHUH�ZLOO�EH�VHYHUDO�&6)¶V�WKDW�PXVW�EH�DFFRPSOLVKHG
LQ�RUGHU�WR�HQVXUH�VXFFHVV�LQ�HDFK�.%'��7KH�ILQDO�DELOLW\�WR
MXGJH�VXFFHVV� LQ�D�.%'�ZLOO� EH�EDVHG�RQ�DQ� DJJUHJDWH�RI
WKH�VXFFHVV�LQ�HDFK�RI�WKH�UHOHYDQW�&6)¶V�
6WHS����,GHQWLI\�PHDVXUHV�IRU�WKH�&6)¶V�

Identifying Key Business Drivers.�,GHQWLI\LQJ�WKH�.H\
%XVLQHVV�'ULYHUV��)LJXUH�����EHJDQ�ZLWK�D�UHYLHZ�RI�WKH

UHVHDUFK�GRQH�RYHU�WKH�SDVW�WZHQW\�\HDUV�DV�ZHOO�DV
H[WHQVLYH�XVH�RI�D�YDULHW\�RI�FDVH�VWXGLHV�DQG�UHYLHZV�E\�D
JURXS�RI�H[SHULHQFHG�UHVSRQGHUV��$V�D�UHVXOW��VL[�NH\
EXVLQHVV�GULYHUV�ZHUH�LGHQWLILHG�DV�FULWLFDO�WR�JRDO
DFFRPSOLVKPHQW��)URP�WKH�RXWFRPH�PHDVXUHPHQW
SHUVSHFWLYH��ILYH�RI�WKH�VL[�PHHW�WKH�³RXWFRPH´�WHVW�LQ�WKDW
WKH\�GHDO�GLUHFWO\�ZLWK�WKH�FRQVHTXHQFHV�RI�WKH�HYHQW�WKDW
ZH�DUH�DWWHPSWLQJ�WR�DGGUHVV�
7KH� VL[WK� .%'�� ³5HVSRQVH� 2UJDQL]DWLRQ�´� LV� D� SURFHVV

RXWFRPH� WKDW� LV� HVVHQWLDO� WR� DFKLHYLQJ� RXU� GHVLUHG� JRDO�
%HFDXVH�RUJDQL]DWLRQ�ILJXUHV�VR�SURPLQHQWO\�LQ�D�VXFFHVVIXO
UHVSRQVH��LW�ZDV�LQFOXGHG�DV�D�NH\�EXVLQHVV�GULYHU��,GHDOO\�
WKH�UHVSRQVH�RUJDQL]DWLRQ�ZLOO�EHFRPH�VR�DXWRPDWLF� WR� WKH
UHVSRQGHUV� WKDW� HYHQWXDOO\� LW� ZRXOG� QRW� HYHQ� EH� DQ� LVVXH
GXULQJ� D� UHVSRQVH�� &XUUHQWO\�� KRZHYHU�� RXU� ,QFLGHQW
&RPPDQG�6\VWHP�PRGHO� �RU�DQ\�RWKHU�FULVLV�PDQDJHPHQW
RUJDQL]DWLRQDO� PRGHO�� LV� D� YHU\� FKDOOHQJLQJ� DQG� FULWLFDO
DVSHFW�RI�VXFFHVVIXO�UHVSRQVH�
7KH�.H\�%XVLQHVV�'ULYHUV��VHH�)LJXUH����DUH�
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Measurement  Methodology
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2SHUDWLRQDO�2XWFRPHV�
�� +XPDQ�+HDOWK�DQG�6DIHW\��,QMXU\��LOOQHVV�DQG�GHDWK�WR

UHVSRQGHUV�DQG�WKH�JHQHUDO�SXEOLF�DUH�PLQLPL]HG�
�� 1DWXUDO� (QYLURQPHQW�� 'DPDJH� WR� WKH� QDWXUDO

HQYLURQPHQW�LV�PLQLPL]HG�
�� (FRQRPLF� ,PSDFW�� 'DPDJH� WR� SURSHUW\� DQG� WKH

HFRQRP\�LV�PLQLPL]HG�
&XVWRPHU�6HUYLFH�2XWFRPHV�
�� 3XEOLF� &RPPXQLFDWLRQ�� 7KH� SXEOLF� DQG� WKH� PHGLD

SHUFHLYH�WKH�UHVSRQVH�DV�VXFFHVVIXO�

�� 6WDNHKROGHU� 6HUYLFH� DQG� 6XSSRUW�� $OO� VWDNHKROGHUV
SHUFHLYH�WKH�UHVSRQVH�DV�VXFFHVVIXO�

2UJDQL]DWLRQDO�2XWFRPH�
�� 7KH� 5HVSRQVH� 2UJDQL]DWLRQ�� 7KH� UHVSRQVH

RUJDQL]DWLRQ�HIIHFWLYHO\�DQG�HIILFLHQWO\�UHVSRQGV�WR�WKH
LQFLGHQW�

)LJXUH� �� GHSLFWV� WKH� UHODWLRQVKLS� EHWZHHQ� WKH� PDMRU
UHVSRQVH�PDQDJHPHQW�IXQFWLRQV��VKRZQ�DV�DUURZV��DQG�WKH
NH\�EXVLQHVV�GULYHUV�

Measurement  of  Response

MINIMIZE
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GOAL:  To Minimize  the  Consequences...
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Response Organization

“Best Response” vs. Key Business Drivers
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Identifying Critical Success Factors (CSFs)
&6)¶V� IRU�SROOXWLRQ� UHVSRQVH�ZHUH� LGHQWLILHG�E\�+DUUDOG

�������DQG�FRQVROLGDWHG�E\�:DONHU�HW�DO����������7KH�&RDVW
*XDUG�PHDVXUHPHQW�ZRUN�JURXS�VWUXJJOHG�ZLWK�KRZ� WKRVH
IDFWRUV� PLJKW� EH� PHDVXUHG�� 7KH\� ZHUH� SDUWLFXODUO\
FRQFHUQHG�WKDW�WKH�PHWKRGRORJ\�FKRVHQ�ZRXOG�FOHDUO\�VKRZ
ZKHWKHU� RU� QRW� GHVLUHG� RXWFRPHV� KDG� EHHQ� UHDFKHG�� 7KH
LQWHQW�ZDV�WR�FUHDWH�DQ�HYDOXDWLRQ�WRRO�WKDW�ZRXOG�FKDOOHQJH
WKH� UHVSRQVH�RUJDQL]DWLRQ� WR�PHHW�KLJK� VWDQGDUGV�� ,I� WKRVH
VWDQGDUGV� ZHUH� PHW�� ZH� IHOW� WKDW� ZH� FRXOG� FRQILGHQWO\
SUHGLFW� VXFFHVV²VXFFHVV� EHLQJ� GHILQHG� DV� DFFRPSOLVKLQJ
RXU� JRDO� WR� PLQLPL]H� WKH� FRQVHTXHQFHV� RI� DQ� LQFLGHQW� WR
SHRSOH��HQYLURQPHQW��SURSHUW\�DQG�WKH�HFRQRP\�
*LYHQ�WKH�LQWHQW� WR�EXLOG�D�PHDVXUHPHQW�HYDOXDWLRQ�WRRO�

DQG�WKH�FOHDU�QHFHVVLW\� IRU� WKH�&6)V�WR�IRFXV�RQ�RXWFRPHV
DQG�DOLJQ�ZLWK�WKH�.H\�%XVLQHVV�'ULYHUV��.%'V���WKH�&6)V
LGHQWLILHG� LQ� WKH� HDUOLHU� ZRUNV� PHQWLRQHG� DERYH� ZHUH
H[WHQVLYHO\�UHYLHZHG��UHYLVHG�DQG�UHZRUNHG�EDVHG�XSRQ�WKH
IROORZLQJ�IDFWRUV�

• 3DUWLFLSDQW¶V�H[SHULHQFH
• ,&6�LPSOHPHQWDWLRQ�H[SHULHQFH
• ,QFLGHQW�6SHFLILF�3ROOXWLRQ�5HSRUWV��,635V�
• /HVVRQV�OHDUQHG�GDWDEDVH
• -RE�WDVN�DQDO\VLV
• 5HVSRQVH�PDQDJHPHQW�MRE�DLGV

$V�WKH�OLVW�RI�&6)V�ZDV�FRPSOHWHG�DQG�WKH�ZRUN
EHJDQ�WR�FHQWHU�RQ�EXLOGLQJ�PHDVXUHV�IRU�HDFK�&6)�
WKH�JURXS�FRQFOXGHG�WKDW�D�VXUYH\�LQVWUXPHQW�WR
PHDVXUH�&6)�DFFRPSOLVKPHQW�ZDV�WKH�PRVW�SUDFWLFDO
ILUVW�VWHS��,W�ZDV�IHOW�WKDW�D�VXUYH\�FRXOG�EH�XVHG�WR
HVWDEOLVK�H[SHFWDWLRQV�IRU�UHVSRQVH�DQG�WR�FDSWXUH�WKH
TXDOLWDWLYH�DVVHVVPHQWV�RI�WKRVH�GLUHFWO\�LQYROYHG�LQ
WKH�LQFLGHQW��HLWKHU�DV�UHVSRQGHUV�RU�VWDNHKROGHUV�
The Survey.,Q�EXLOGLQJ�WKH�VXUYH\�LQVWUXPHQW��HDFK�&6)
ZDV�WUDQVIRUPHG�LQWR�WKH�IRUP�RI�D�VWDWHPHQW�GHVFULELQJ�LQ
SRVLWLYH�WHUPV�WKH�DFFRPSOLVKPHQW�RI�WKH�DVSHFW�RI�WKH
UHVSRQVH�DGGUHVVHG�E\�WKH�&6)��%HFDXVH�WKH�TXHVWLRQV�DUH
EDVHG�RQ�&6)V��WKH�H[SHFWDWLRQ�LV�WKDW�GRLQJ�D�JRRG�MRE�RQ
WKH�&6)�ZLOO�GLUHFWO\�LPSDFW�DFFRPSOLVKPHQW�RI�WKH�.%'
DQG��LQ�WXUQ��VXFFHVV�LQ�DFFRPSOLVKLQJ�WKH�JRDO�RI
PLQLPL]LQJ�FRQVHTXHQFHV��7KH�VXUYH\�TXHVWLRQV�FUHDWHG
ZHUH�JURXSHG�DFFRUGLQJ�WR�WKH�VL[�.%'V�
Survey Details. 7KH�VXUYH\�LV�GHVLJQHG�WR�XVH�WKH�MXGJPHQW
RI�WKRVH�FORVHVW�WR�WKH�HYHQW�WR�PHDVXUH�VXFFHVV�DQG�MXGJH
KRZ�ZHOO�WKH�UHVSRQVH�RUJDQL]DWLRQ�KDV�GRQH�LQ�HDFK�.%'�
7KHUHIRUH��RQO\�WKRVH�LQGLYLGXDOV�ZLWK�JRRG�NQRZOHGJH�RI
RU�LQYROYHPHQW�ZLWK�WKH�UHVSRQVH�ZLOO�EH�DVNHG�WR�ILOO�RXW
.%'�VXUYH\V��$�PLQLPXP�QXPEHU�RI�UHVSRQGHUV�DQG�WKRVH
DIIHFWHG�E\�WKH�LQFLGHQW�ZLOO�EH�WDUJHWHG��(DFK�SHUVRQ
FRPSOHWLQJ�WKH�VXUYH\�ZLOO�EH�DVNHG�WR�ILOO�RXW�D
GHPRJUDSKLFV�SDJH�DQG�WKHQ�RQH�RU�PRUH�RI�WKH�DSSURSULDWH
.%'�VXUYH\V�GHSHQGLQJ�RQ�WKHLU�LQYROYHPHQW�LQ�WKH
LQFLGHQW��(DFK�.H\�%XVLQHVV�'ULYHU�VXUYH\�LV�RQ�DYHUDJH��
SDJH�RU�OHVV��7KH�PHWKRGRORJ\�RI�WKH�VXUYH\�LV�WKDW�WKH
SHUVRQ�FRPSOHWLQJ�WKH�VXUYH\�LV�DVNHG�WR�UHDG�HDFK�³&6)´
VWDWHPHQW��DQG�WKHQ�FRQFOXGH�KLV�KHU�OHYHO�RI�DJUHHPHQW�RU
GLVDJUHHPHQW�WKDW�WKH�VWDWHPHQW�UHIOHFWV�SHUIRUPDQFH�LQ�WKH
UHVSRQVH�EHLQJ�HYDOXDWHG��$�VFDOH�IURP���WR���DIIRUGV�WKH
UHVSRQGHQW�FKRLFHV�UDQJLQJ�IURP�³VWURQJO\�DJUHH´�WR
³VWURQJO\�GLVDJUHH�´

7KH� WDUJHW� SRSXODWLRQ� RI� VSLOOV� WR� EH� PHDVXUHG� LV
WHQWDWLYHO\�VHW�DW��������JDOORQV�DQG�RYHU��DERXW����SHU�\HDU
LQ� WKH� 8�6���� $� GHWDLOHG� VXUYH\� SURWRFRO²ZKR� VKRXOG
FRPSOHWH� LW�� KRZ� PDQ\�� ZKR� GHFLGHV�� HWF�²LV� XQGHU
GHYHORSPHQW��7KH�VXUYH\�GDWD�ZLOO�EH�FROOHFWHG�E\�WKH�8�6�
&RDVW� *XDUG� 1DWLRQDO� 6WULNH� )RUFH� &RRUGLQDWLRQ� &HQWHU
�16)&&��� (OL]DEHWK� &LW\�� 1&� XVLQJ� VWDQGDUG� VXUYH\
SUDFWLFHV��7KH�GDWD�ZLOO�EH�XVHG�LQ�WZR�ZD\V�
�� 156� )HHGEDFN�� 7KH� VXUYH\� GDWD� ZLOO� EH� DQDO\]HG�

ORRNLQJ� IRU� SRWHQWLDO� DUHDV� WR� SURYLGH� IHHGEDFN� WR
WKH� UHVSRQVH� FRPPXQLW\� IRU� LPSURYHPHQWV�� HLWKHU
UHJLRQDOO\�RU�QDWLRQDOO\�

�� *RYHUQPHQW� 3HUIRUPDQFH� DQG� 5HVXOWV� $FW�� *35$
UHTXLUHV�RXWFRPH�EDVHG�PHDVXUHV�RI�HIIHFWLYHQHVV�WR
VXEVWDQWLDWH�WKH�YDOXH��DQG�WKXV��FRQWLQXHG�IXQGLQJ�
RI� D� SURJUDP�� 7KH� VXUYH\� GDWD� ZLOO� VKRZ� WKDW
UHVSRQVH� RUJDQL]DWLRQV� WKURXJKRXW� WKH� 8�6�� DUH
PHHWLQJ�FRQVHQVXV�EDVHG�QDWLRQDO�VXFFHVV�PHDVXUHV�
L�H��WKH�&6)V�LQ�WKH�VXUYH\�

7KH�VXUYH\�LV�QRW�SUHVHQWHG�KHUH�GXH�WR�VSDFH�OLPLWDWLRQV
EXW�LV�DYDLODEOH�WR�LQWHUHVWHG�SDUWLHV�IURP�WKH�16)&&�
$V�VXUYH\�UHVXOWV�DUH�REWDLQHG��WKH\�ZLOO�EH�UHYLHZHG�DQG

DQDO\]HG�IRU�TXDOLWDWLYH�DQG�TXDQWLWDWLYH�UHODWLRQVKLSV��6XFK
ILQGLQJV� DUH� H[SHFWHG� WR� HYROYH� DQG� FKDQJH� ZLWK� WKH
JURZLQJ� ERG\� RI� VXUYH\� GDWD�� ,W� LV� DQWLFLSDWHG� WKDW� WKH
UHVSRQVH� FRPPXQLW\� ZLOO� EH� DEOH� WR� GHYHORS� QRUPV� DQG
IDFWRUV�IRU�DVVHVVPHQW�RI�D�UHVSRQVH¶V�VXFFHVV��:H�PD\�VHH
VXFK� QRUPV� GLIIHUHQWLDWHG� E\� JHRJUDSKLFDO� ORFDOH�� W\SH� RU
YROXPH� RI� VSLOO� RU� RWKHU� SDUDPHWHUV� DVVLVWLQJ� XV� LQ� EHWWHU
FRPLQJ�WR�WHUPV�ZLWK�WKH�FRQFHSW�RI�³%HVW�5HVSRQVH�´
Survey Benefits.7KH�DVVHVVPHQW�RI�UHJLRQDO�DQG�QDWLRQDO
SHUIRUPDQFH�WUHQGV�EDVHG�RQ�SRVW�LQFLGHQW�VXUYH\V�ZLOO
HYROYH�DV�VXUYH\V�DUH�FRQGXFWHG��7KLV�PD\�WDNH�VHYHUDO
\HDUV��1HYHUWKHOHVV��WKH�VXUYH\��ZLWK�LWV�HPEHGGHG�.%'
IUDPHZRUN�DQG�VSHFLILF�&6)V�ZLOO�LPPHGLDWHO\�VHUYH�WKUHH
YHU\�LPSRUWDQW�QHHGV�

1. As an alignment tool before the response.
7KH� VXUYH\� VHUYHV� DV� DQ� DOLJQPHQW� WRRO� EHIRUH� WKH

UHVSRQVH�� 6XFK� D� WRRO� GHYHORSV� D� ³VKDUHG� PHQWDO� PRGHO´
FODULI\LQJ� H[SHFWDWLRQV� IRU� DOO� SOD\HUV�� 6XFK� D� FRPPRQ
XQGHUVWDQGLQJ�RI�JRDOV��PHWKRGV��UROHV�DQG�SURFHGXUHV�FDQ
VXEVWDQWLDOO\�FRQWULEXWH� WR� LPSURYLQJ�WKH�HIIHFWLYHQHVV�DQG
HIILFLHQF\� RI� RSHUDWLRQV�� 3HRSOH� WKDW� XQGHUVWDQG� DQG� EX\
LQWR� WKH� GHVLUHG� RXWFRPHV� DUH� PRUH� OLNHO\� WR� ZRUN
FUHDWLYHO\� WR� DFKLHYH� WKHP� ZLWK� OHVV� GLUHFWLRQ� IURP
PDQDJHPHQW�
2. As a guide—i.e., a “Balanced Response

Scorecard”—during the response.
8VLQJ� WKH� VXUYH\� SDUDPHWHUV� DV� D� JXLGH� RU� ³6FRUHFDUG´

GXULQJ� WKH� UHVSRQVH� PD\� DOVR� EH� YHU\� KHOSIXO�� 7KH
³%DODQFHG�5HVSRQVH� 6FRUHFDUG´� WHUPLQRORJ\� XVHG� KHUH� LV
GUDZQ�IURP�WKH�OLWHUDWXUH�WKDW�VXJJHVWV�WKDW�PDQDJHUV�QHHG
WR�WUDFN�D�OLPLWHG�DUUD\�RI�WKH�³ULJKW´�PHDVXUHV� LQ�RUGHU� WR
VWD\�DEUHDVW�RI�WKHLU�RUJDQL]DWLRQ¶V�SURJUHVV�WRZDUG�PHHWLQJ
LWV�JRDOV��7KDW�OLPLWHG�DUUD\�RI�PHDVXUHV�IRU�DQ�HQWHUSULVH�LV
JHQHULFDOO\� UHIHUUHG� WR� DV� D� ³%DODQFHG� 6FRUHFDUG´�� ,Q� WKLV
FRQWH[W�� WKHQ�� WKH� ³%DODQFHG� 5HVSRQVH� 6FRUHFDUG´� SKUDVH
VXJJHVWV� WKDW� WKH� UHVSRQVH� PDQDJHU� XVH� D� VWDQGDUG� VHW� RI
PHDVXUHV�WR�PRQLWRU�DQ�RUJDQL]DWLRQ¶V�SURJUHVV�WRZDUG�WKH
JRDO�RI�PLQLPL]LQJ�FRQVHTXHQFHV�



:H� EHOLHYH� WKDW� WKH� SUXGHQW� PDQDJHU�� HVSHFLDOO\� LQ� WKH
FRPSOH[�UHDOP�RI�HPHUJHQF\�UHVSRQVH��VKRXOG�PDNH�LW�WKHLU
EXVLQHVV� WR� LGHQWLI\� WKDW� OLPLWHG� DUUD\� RI�PHDVXUHV� DQG� WR
HVWDEOLVK� D�PHDQV� WR�XVH� WKRVH�PHDVXUHV� WR� JXLGH� WKHP� LQ
WKH� UHVSRQVH�� 2XU� VXJJHVWLRQ� LV� WKDW� WKH� ³%DODQFHG
5HVSRQVH�6FRUHFDUG´�VKRXOG�LQFOXGH�GHWDLOV�DERXW�SURJUHVV
LQ� WKH� NH\� EXVLQHVV� GULYHU� DUHDV�� LQ� DGGLWLRQ� WR� WKH
WUDGLWLRQDO�RSHUDWLRQDO�GHWDLOV��DV�QRWHG�EHORZ�

%DODQFHG�5HVSRQVH�6FRUHFDUG�
,��2SHUDWLRQDO�'HWDLOV�

,QFLGHQW�6WDWXV²³:KDW¶V�WKH�SUREOHP"´�DQG
³:KDW�DUH�ZH�GRLQJ�DERXW�LW"´
$� 6LWXDWLRQ�VWDWXV²GHVFULEHV�LQFLGHQW�DQG�DUHD

RI�LPSDFW
%� 5HVRXUFH�VWDWXV²GHVFULEHV�SHRSOH�DQG

HTXLSPHQW�DVVLJQPHQWV
&� )LQDQFLDO�VWDWXV²GHVFULEHV�VRXUFHV�DQG�XVHV

RI�IXQGV
,,��.H\�%XVLQHVV�'ULYHU�'HWDLOV�

.H\�%XVLQHVV�'ULYHU�6XUYH\²³:LOO�ZH�UHDFK
RXU�GHVLUHG�RXWFRPHV"´
$� 2SHUDWLRQDO�2XWFRPHV�

 �� +XPDQ�+HDOWK�	�6DIHW\�,PSDFW
�� 1DWXUDO�(QYLURQPHQWDO�,PSDFW
�� (FRQRPLF�,PSDFW

%� &XVWRPHU�6HUYLFH�2XWFRPHV�
�� 3XEOLF�	�0HGLD�&RPPXQLFDWLRQ
�� 6WDNHKROGHU�6HUYLFH�DQG�6XSSRUW

&� 2UJDQL]DWLRQDO�2XWFRPH�
�� 5HVSRQVH�2UJDQL]DWLRQ�6WDWXV

3. Finally, as a consistent, post response, self-evaluation
tool.

7KH�.%'� VXUYH\�� ZLWK� LWV� &6)¶V� SURYLGHV� D� FRQVLVWHQW�
VLPSOLILHG� PHWKRG� IRU� HYDOXDWLQJ� WKH� KXQGUHGV� RI� VPDOOHU
LQFLGHQWV�WKDW�ZLOO�QRW�EH�IRUPDOO\�VXUYH\HG��7KH�UHVSRQVH
PDQDJHU�FDQ�EH�DVVXUHG�WKDW�DOO�NH\�VXFFHVV�DUHDV�DUH�EHLQJ
UHYLHZHG� DQG� PD\� XVH� WKH� IRUPDW� WR� GHWHUPLQH� OHVVRQV
OHDUQHG�RU�EHVW�SUDFWLFHV�IURP�WKH�UHVSRQVH�

Summary

:H� EHJDQ� ZLWK� D� VLPSOLILHG�� ZKROH� V\VWHP� YLHZ� RI� WKH
1DWLRQDO� 5HVSRQVH� 6\VWHP�� LGHQWLI\LQJ� WKH� SOD\HUV�� WKH
EXVLQHVV� DQG� WKH� JRDO�� :H� GHVFULEHG� WKH� 156� DV� D
SDUWQHUVKLS� RI� WKH� SXEOLF� DQG� SULYDWH� VHFWRUV�� (DFK� HQWLW\
ZRUNV�WR�GHOLYHU�%HVW�5HVSRQVH�LQ�RUGHU�WR�PHHW�RXU�JRDO�RI
PLQLPL]LQJ�FRQVHTXHQFHV�
:H�WKHQ�GLVFXVVHG�D�PHDVXUHPHQW�SODQ�GHVLJQHG�DURXQG

RXU�JRDO� WR�PLQLPL]H� FRQVHTXHQFHV� DQG� LGHQWLILHG� VL[� NH\
EXVLQHVV� GULYHUV�� (DFK� EXVLQHVV� GULYHU� KDG� D� VHULHV� RI
FULWLFDO�VXFFHVV�IDFWRUV�SURSRVHG�DV�GHWDLOV�LQ�D�VXUYH\��7KLV
IRUPDW� HQDEOHG� WKH� PHDVXUHPHQW� RI� D� FRPSOH[� SROOXWLRQ
UHVSRQVH� WKURXJK�TXDOLWDWLYH�DVVHVVPHQWV�E\� UHVSRQGHUV�RU
VWDNHKROGHUV�
3URYLGHG�ZH�FDQ�REWDLQ�FRQVHQVXV²LQ�LWVHOI�QRW�D�VLPSOH

WDVN²DQG�YDOLGDWH�WKH�WRROV�XVHG��WKLV�PHDVXUHPHQW�PRGHO
ZLOO�EH�D�NH\�SHUIRUPDQFH�LPSURYHPHQW�HOHPHQW� IRU�FULVLV
UHVSRQVH��,W�WDNHV�D�PDMRU�VWHS�WRZDUGV�VHWWLQJ�SHUIRUPDQFH
H[SHFWDWLRQV� E\� GHVFULELQJ� ZKDW� D� VXFFHVVIXO� UHVSRQVH
ORRNV� OLNH�� ,W� ZLOO� DOVR� SURYLGH� IRU� PRUH� FRQVLVWHQW
HYDOXDWLRQV� WKDW� ZLOO� EH� XVHIXO� DW� WKH� ORFDO�� UHJLRQDO� DQG
QDWLRQDO�OHYHOV�

%H\RQG� WKH� EHQHILWV� RI� WKH� IRUPDO� PHDVXUHPHQW� PRGHO�
ZH� VXJJHVWHG� WKDW� WKH� VXUYH\�� ZLWK� LWV� HPEHGGHG� .%'
IUDPHZRUN�DQG�VSHFLILF�&6)V�FRXOG�VHUYH�WKUHH�RWKHU�YHU\
LPSRUWDQW�QHHGV�
�� $V�DQ�DOLJQPHQW�WRRO�EHIRUH�WKH�UHVSRQVH�
�� $V�D�JXLGH�RU�%DODQFHG�5HVSRQVH�6FRUHFDUG�GXULQJ

WKH�UHVSRQVH��DQG
�� $V� D� FRQVLVWHQW�� SRVW� UHVSRQVH�� VHOI�HYDOXDWLRQ� WRRO

IRU� WKRVH� KXQGUHGV� RI� LQFLGHQWV� WKDW� ZLOO� QRW� EH
IRUPDOO\�VXUYH\HG�

7KH� SURSRVHG� %DODQFHG� 5HVSRQVH� 6FRUHFDUG� EOHQGV� WKH
WUDGLWLRQDO� RSHUDWLRQDO� GHWDLO� IRFXV� ZLWK� DQ� DZDUHQHVV� RI
SURJUHVV� WRZDUGV� GHVLUHG� RXWFRPHV� �E\� UHIHUHQFH� WR� WKH
.%'� VXUYH\��� 7KH� DXWKRUV� HQFRXUDJH� WKLV� EURDGHU� FULVLV
PDQDJHPHQW�SHUVSHFWLYH��(VWDEOLVKLQJ�LW�DV�RXU�H[SHFWDWLRQ
KROGV�JUHDW�SRWHQWLDO�WR�KHOS�RXU�HQWLUH�UHVSRQVH�V\VWHP�JHW
D�EHWWHU� IRFXV�RQ�ZKDW� WKH�FRXQWU\� UHDOO\�ZDQWV�DQG�QHHGV
IURP�D�FULVLV�UHVSRQVH�
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