<WSQA Training Committee

Senior Examiner Training 2009

Exercise 1:  What Would You Do?  What Would You Say?
Directions:  Webinar: read scenarios, not the recommended course of action.  Share with the group when requested.  
Scenario 1:

One of your new Examiners, Suzy Newby, was not responsive to your phone calls and emails in Stage 1.  On the due date for IR Scorebooks, you did not receive one from Suzy.  The following day, you left a message on her cell phone to let her know that you are forced to remove her from the team for lack of response and not meeting deadlines.  Suzy returns call your call immediately and begs you to stay on the team.  She apologizes profusely and explains that her big assignment at work is now complete and she will be dedicated to the team.  She asks for an additional 4 days to complete her IR Scorebook. You agree to keep her on and to the extension but this will delay your ability to close Stage 1.  Suzy does submit her Scorebook on the 4th day as agreed.  However, now in Stage 2, you do not receive Suzy’s consolidated category by the due date and she hasn’t returned your calls and emails.  You send her an email to let her know that you can no longer accommodate her on the team.  She calls you immediately and begs you to leave her on the team.  She explains that her mother was in a car accident and is in ICU which made it impossible to meet the deadline and return your calls.  She explains that she must stay on the team and go through site visit or else she will not be eligible to go through the one day or virtual Recert training the following year.  Instead, she will have to take New Examiner 3 day training all over again.  She promises to be responsive and meet all deadlines.  You have a team of 8, including Suzy, and your applicant has 4000 employees with four sites.  What would you do?  What would you say?

Scenario 2:

You are excited about having a very experienced Senior on your team!  Your Senior has been involved with WSQA for 10 years and has taken a break from being a Lead Senior this year, and is assigned as your Support.  However, during consensus, you find that your experienced Support Senior has different interpretations of procedures than you do.  He interprets the criteria and tends to be prescriptive.  He explains to the team that he has reviewed many applications at the Leadership  level and that this current applicant is nowhere near the level of his previous applicants.  He states that this applicant demonstrates that they have very few documented processes and many informal processes, thus making it a low Achievement level at best and probably only a Commitment.  When you explain that processes do not have to be documented or formal to be systematic, the Senior responds, “You are giving away the store with these high scores.”  The rest of the team wants to go back and re-think all of their scores.  Now your concern is that he is impacting the progress of the team and that he will misguide the team during site visit.  What would you do?  What would you say?

Scenario 3:
You begin your site visit with an applicant who your team has scored at a high Achievement level at Consensus.  The team believes that the outcome of the site visit may push the score into the Leadership level.   On the afternoon of your second day, your team reports during your caucus that they found some employees who are very negative towards their employer.  They do not feel that they are treated well and are often asked to work overtime without getting overtime pay.  You notice that in certain work units, the employees you randomly selected to interview are either sick or “not on site” for their interviews and the applicant reschedules with other employees to interview.  You increase the walk-around interviews and when you greet one of the employees, you realize he has left a small note in your hand when you shook it in front of the OPC that was escorting the team.  You casually put the note in your pocket and read it when you return to the caucus room.  The note states:  “This is not an award winning company.  Employees are mistreated and illegal actions occur here.  If this company wins an award, then WSQA is a fraud.”  What would you do?  What would say?

Scenario 4: 

Your team arrives at the site visit and you, as the Lead Senior, begin your opening presentation to the applicant and his senior leaders.  While you are presenting, you realize that one of the members of the audience is a known consultant who is active in WSQA.  As you continue with the site visit, you notice that the consultant is in a conference room and after each interview, members go into the conference room to meet with the consultant. You suspect that they are meeting to debrief questions asked by the Site Visit Team to prepare others in the organization.  What do you do?  What would you say?

Scenario 5:

Your team arrives at the Site Visit on the first day and you find that your applicant has very few documents for you to review in your caucus room.  The application stated various data and sources “available on site” but the few items in the room are only a fraction of what was referred to in the application.  When you ask the Organization Contact Person about the other documents on the list you sent before the Site Visit, the Contact Person explains that the previous site visit team never looked at any of their documents after they spend days pulling the information together.  He advised that if the team needed something specific to look at, the team could ask for it and he would provide it.  As the Lead, you know that this will set you back in your document review process and agenda.  What would you do?  What would you say?
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