
SSQ Award Quality Planning Document 2017

The jury will evaluate the participants' quality planning documents by the following criteria: SUSTAINABLE, INNOVATIVE, SUCCESSFUL, ROLE MODEL FOR THE INDUSTRY. 

The participants' business concept/idea:

Vision:

Target group:

The quality planning document has been developed, date: Title:

by, name: e-mail address:

The prioritized actions for improvement included in the participants' action plans, as described in detail in the respective perspective, has been or will be communicated to all concerned 
employees within the organzation.

Strategies:

Company name:

QPD 2017

The SSQ Award jury will evaluate all participants' quality plans that are fully completed. It's not about writing as much as possible, on the contrary, a concise well explained description will be 
much easier for the jury to grasp. (Eventual attachments will NOT be forwarded to the jury). The perspectives are; Quality management, Guest focus, Employee focus, Environment 
management, Social responsibility and Financial management. SSQ may verify or request verification of the information provided by the participants in this quality planning documentation. 

Enter here



Perspective: Quality management 2/10

The latest revision was year/month:

Rooth causes discovered Planned change date:

Which of your actions are you most proud over having accomplished during the last year in this perspective?

Currently the participant has the following quality 
certificates:

Select alternative

Describe the establishments' procedures for self assessment of hygiene and temperatures when preparing, storing and serving provisions.

Name and short description of the quality coordinators' responsibility:

Does the establishments' quality coordinator have the required competence in quality management and/or environment management systems?

Which problems (improvement areas) has been discovered by the self assessments? List the 3 most important problems that the establishment can change/improve.

Select alternative

Select alternative

Problems/areas for improvment of the establishments' quality in this 
area:

Scope (departments that are certified)

Responsible person:

Describe how you assure that all processes in the operations are developed with the guest in focus (including maintenance, security and cleaning).        

The establishment should have a competent and experienced person responsible for the establishments' processes, to be documented, followed and developed when required. The 
establishments' quality coordinator should be competent in quality management and/or environment management systems. Action plans should be updated at least annually and include 
priorities, time schedule and responsibilities.

Select alternative



Guest focus 3/10

Surveys/KPI's: Measure
Number of 
Responses Results 2014 Results 2015 Results 2016

Goal 
2017/2018

Guest survey Index

Mystery Shopping Index

Guest contacts (tel/mail/webb) Index

Spontanuous guest opinions via:
Ca: Number 
2014

Ca: Number 
2015

Ca: Number 
2016

Comment Cards at the establishment

Personal contacts at the establishment

Homepage/e-mail/telephone to the establishment

Own social media channels (TB, Twitter etc.)

Via rating sites, TripAdvisor etc.

The survey/measurement was 
conducted by:

Guests receive response from whom:

The establishment should at least once per year conduct a guest satisfction survey (by third part) with a systematic sample, and mystery shopping to map out improvement areas. The 
guest survey should include questions about reservation, check-in, conference, accomodation (if applicable), F&B and check-out. The establishment should also have well documented 
procedures for systematically managing spontanuous customer comments and complaints via all channels that the establishments' guests are using.

Describe your process for managing customer comments and complaints via comment cards, in person guest contacts, via telephone, e-mail, the establishment's homepage 
and via the establishment's sociala media (FB, Twitter, Instagram etc.) and rating sites (TripAdvisor, Booking.com, Expedia etc.)

List your qualitative as well as quantitative measures and goals below.

Comments summarized 
by whom:

Describe HOW you SELECT MEASURES and set GOALS for your GUEST RELATIONS.



4/10

Total number of guests:
Ca: Number 
2014

Ca: Number 
2015

Ca: Number 
2016

Goal for next 
12 months

Index 2016: #DIVISION/0!

Rooth causes discovered Planned action date:

Of all spontanuous guest opinions each year, this many has been 
DISSATISFIED:

Problems/areas for improvment of the establishments' quality in this 
area:

Select alternative

Select alternative

Which of your actions are you most proud over having accomplished during the last year in this perspective?

Responsible person:

Select alternative



Perspective: Employee focus 5/10

Total number of employees during the last 12 
months:

Number of employees 
converted to full time:

Surveys/KPIs: Measure
Number of 
Responses Results 2014 Results 2015 Results 2016

Goal 
2017/2018

Employee survey Index

Manhours training per employed person Number of hou

Employee turnover % of total num

Employee sick absence % of total num

The survey/measurement was 
conducted by:

Describe HOW you SELECT MEASURES and set GOALS for your EMPLOYEE INVOLVEMENT AND COMPETENCE DEVELOPMENT.

Describe how you identify the need for training based on the results of your surveys and customer complaints.

As many as possible of the employees at the establishment should be involved in the work with continuous improvements. Employee surveys should be performed at least annually to 
measure improvement areas in the employee perspective. 

Total number of manhours during 
the last 12 months:

Describe how you involve the employees in the establishment's quality processes.

List your qualitative as well as quantitative measures and goals below.

Describe how the employees are involved in planning the actions for improvement.



6/10

Rooth causes discovered Planned action date:

Select alternative

Select alternative

Responsible person:
Problems/areas for improvment of the establishments' quality in this 
area:

Select alternative

Which of your actions are you most proud over having accomplished during the last year in this perspective?



Perspective: Environment management 7/10

The latest revision was year/month:

Surveys/KPI's: Measure
Number of 
Responses Results 2014 Results 2015 Results 2016

Goal 
2017/2018

Rooth causes discovered Planned change date:

The survey/measurement was 
conducted by:

Select alternative

Problems/areas for improvment of the establishments' quality in this 
area: Responsible person:

Select alternative

Describe HOW you SELECT MEASURES and set GOALS for your ENVIRONMENTAL WORK.

List your qualitative as well as quantitative measures and goals below.

Currently the participant has the following environmental 
certificates:

Select alternative

Which of your actions are you most proud over having accomplished during the last year in this perspective?

Scope (departments that are certified)



Perspective: Social responsibility 8/10

Surveys/KPI's: Measure
Number of 
Responses Results 2014 Results 2015 Results 2016

Goal 
2017/2018

The survey/measurement was 
conducted by:

Describe HOW you SELECT MEASURES and set GOALS for your SOCIAL RESPONSIBILITY.

Describe how the establishment facilitates for guests that cannot read/speak the local language.

Describe how the establishment facilitates for guests with disabilities.

Describe how the establishment assures that the products and services are produced in a sustainable way, and in which way local produces are supported.

Describe in which way the establishment is participating in charity projects.

List your qualitative as well as quantitative measures and goals below.

The establishment should offer good hospitality and facilitate for all guests at the establishment, regardless of gender, age, disability, nature or language. Information on a choice of local 
services and products (digitally or brochures/flyers) should be available to guests. Important information should be available in English. The establishment must take responsibility for the 
products and services that are offered, (origin and how production is made) and support local producers and charity organizations.



9/10

Rooth causes discovered Planned change date:

Select alternative

Select alternative

Select alternative

Which of your actions are you most proud over having accomplished during the last year in this perspective?

Problems/areas for improvment of the establishments' quality in this 
area: Responsible person:



Perspective: Financial management 10/10

Key figures: The follow up was conducted by: Results 2014 Results 2015 Results 2016
Goal 
2017/2018

Turnover

Profit

Rooth causes discovered Planned change date:

Describe HOW you SELECT MEASURES and set GOALS for being a SUSTAINABLE FINANCIAL COMPANY.

List your qualitative as well as quantitative measures and goals below.

Select alternative

Select alternative

Select alternative

Measure 
(index, % of X?)

Problems/areas for improvment of the establishments' quality in this 
area: Responsible person:

The establishment should have structured procedures for continuously planning and following up the financial development. The establishment should conduct after sales calculations and 
take action on waste problems. All employees should have knowledge about the companys' financial impact of their work.

Which of your actions are you most proud over having accomplished during the last year in this perspective?


