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APPENDIX A 

ORGANISATION SIZE DEFINITIONS 
 

 

 

The following summary of definitions is taken from the official publication of the 

European Economic union (European Economic Union, 1996). The definitions are 

used by other organisations, such as grant-awarding bodies, to classify organisations 

for the purposes of determining the type and level of support for which they qualify. 

In the following an SME is any organisation qualifying as a Micro, Small or Medium 

Enterprise. 
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A.1 MICRO ENTERPRISE: 

 

Less than 10 employees 

No more than 25% owned by one or more companies that are not classed as 

SMEs 

 

A.2 SMALL ENTERPRISE: 

 

Between 10 and 49 full-time employees and either 

Annual turnover of no more than Euro 7 million (~£4.41m) 

or Balance sheet of no more than Euro 5 million (~£3.1m) 

No more than 25% owned by one or more companies that are not classed as 

SMEs 

 

 

A.3 MEDIUM ENTERPRISE: 

 

Between 50 and 249 full-time employees and either 

Annual turnover of no more than Euro 40 million (~£25m) 

or Balance sheet of no more than Euro 27 million (~£17m) 

No more than 25% owned by one or more companies that are not classed as 

SMEs 

 

A.4 LARGE ENTERPRISE: 

 

 By default, any organisation not included in any of the above. 
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APPENDIX B 

THE SURVEY SAMPLE 
 

 

 

The following table summarises the organisations used in the survey described in 

chapters 3 and 4 of the thesis. For reasons of confidentiality the organisations are 

numbered, and these numbers are consistent with the identification used in the 

analysis and presentation of data. The organisations are identified in correspondence 

and in the original data which has been retained by the author. 
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B.1 DESCRIPTION OF THE SAMPLE 
 

 
 

B.2 CLASSIFICATIONS 
 

The sector of each organisation is either Private, Public or Not-For-Profit (NFP). The 

sectors are as stated by the organisations themselves, and not assumed according to 

their activities. The sectors are used in the analysis of data. 

 

The size of each organisation is banded according to the definitions given in 

Appendix B. Sizes are not used in the analysis, but the information was collected in 

case future opportunities arise where the sample can be extended to the point where 

analysis by size may become meaningful. 

 

ID Sector Size Description Scope Mission 

1 Private Small Accountants Local  

2 Public Large University college Regional Yes 

3 NFP Medium Chamber of commerce Regional  

4 Private Micro Retail shop Local  

5 NFP Micro Chamber of commerce Local  

6 Private Micro Children’s nursery Local  

7 Public Small Local authority Local Yes 

8 Private Small Travel agent National  

9 Private Micro Insurance agent Local  

10 NFP Large Paramedic charity National Yes 

11 Public Large Heritage agency Regional Yes 

12 Public Medium Environmental agency Regional Yes 

13 NFP Large Professional association Multi-national Yes 

14 NFP Small Disabled charity Regional Yes 

 

Table C.1: Description of the Sample 
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The scope of each organisation is as described by the organisations themselves, 

according to the principal influences of their operations (e.g. the dispersion of their 

customer base), and is either: Local (confined mainly within about 20 miles), 

Regional (confined mainly within about 100 miles). National (mainly confined within 

the UK) or Multi-national (dispersed within the UK, with significant overseas 

interests). Scope is not used in the analysis because the distribution is uneven, but the 

information was collected in case future opportunities arise where the sample can be 

extended to the point where analysis by scope may become meaningful. 

 

Half of the organisations publish a mission statement, in most cases on their web site 

but in some cases in their annual report or accounts. The publication of a mission 

statement may be taken as an indication that the organisation publicly espouses 

certain values, but it cannot be taken that it is reflected in the operational priorities 

(Foster, 1993). With such an incomplete sample, it was not considered worthwhile 

analysing the alignment between the mission statements and the numerical profiles of 

stakeholder importance. 
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APPENDIX C 

SURVEY RESPONDENT DETAILS FORM 
 

 

 

The form on the following page was sent to each respondent to confirm their contact 

details and record classification data that was required for analysis. 
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Respondent Details 
 

The following is required in order to confirm contact details, and provide the basis for 

analysis. 

Contact details 
 

 

 

 

Amended details: 

 

Please note: All the following apply to that part of the organisation which is well 

known to the respondent. It need not be the entire organisation, although it does need 

to be a distinct and autonomous operation in respect of management objectives. 

Brief description of the organisation 
 

 

 

 

 

 

Mission statement (if published, or indicate if it is published on a web site) 
 

 

 

 

 

Size (Equivalent full-time employees). Please tick one 
1-9  10-49  50-249  250-499  500+  
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Predominant scope of operations Please tick one 
Local  Regional  National  Multi-

national 

 

Sector. Please tick one 
Private / 

commercial 

 Public service  Not for profit  

 



 A Stakeholder-based Organisation Performance Model 
Appendix D  The Main Survey Questionnaire 
 

Peter C. Grossi  Page 277 

APPENDIX D 

THE MAIN SURVEY QUESTIONNAIRE 
 

 

The forms on the following pages were sent to each respondent in advance of 

conducting interviews by telephone, and comprise the main data collection instrument 

used in the field research. 
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QUESTIONNAIRE 1 – IDENTIFYING STAKEHOLDERS 

 

The following questions are intended to identify what relationships your organisation 

considers desirable. It considers all those people or organisations which may be 

affected by you. This includes at least the following: 

 

Input of materials or services. 

• Output of materials or services. 

• Processing and disposal of waste. 

• The manner in which you conduct your operations or processes. 

• Those who share information with you. 

 

This survey is concerned only with the expectations these groups may have of your 

organisation, and is not concerned with what your organisation may expect or require 

from them. 

 

There is no time limit on the following questions. All the questions are to be 

considered from the point of view of the organisation rather than your personal 

opinions or activities, if they should differ. You may consult any documents you 

wish, or confer with colleagues if it helps you to provide accurate answers. 

 

Question 1.1 

 

In order to focus your thoughts, the attached list (Stakeholder Groups) has been 

prepared from other sources which shows a number of distinct groups of people or 

organisations which may be affected by your organisation. 

 

Individuals and organisations often perform multiple roles, and it is important that 

these are kept separate. The following examples illustrate. 
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• A patient in a healthcare situation can be regarded as a customer (who makes the 

purchasing decision) and a user (who has to live with the consequences). 

• A company director is also an employee and possibly an investor or lender as 

well. Each of these roles has to be addressed as a separate issue because they 

affect different people in different ways. 

• A company making vacuum cleaners should consider separately the purchaser 

(e.g. price) the user (e.g. weight) and the maintainer (service spares). 

•  A manufacturer needs to consider separately their relationship with their 

customer, which may be a dealer or distributor, and the end user who realises the 

value of the product in use. This shows how some stakeholders can be important 

even though there is no direct contact with them. 

• A person making a purchase may not be the user – they may be making a family, 

group or company purchase for others to use. 

  

Please examine this list carefully and consider the following: 

 

1.1.1 Can you think of anybody who relates to your organisation, and is not covered 

by these groups? If so, please describe such a person or organisation in the box 

at the end of the list. 

 

Question 1.2 

 

For each of the groups, consider the importance to your organisation of satisfying its 

members. You should consider the potential benefits or penalties that the groups can 

bestow and the amount of management attention that they merit. Please assign a score 

from 0 to 10 to each group. You may assign the same score to several groups if you 

wish, but to provide a reference for analysis at least one must be assigned a score of 

10. You may find it easier to first consider the group or groups which obviously have 

the greatest importance and assign them a score of 10; then consider any that you 
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consider to be entirely irrelevant or insignificant for your organisation, and assign 

them a score of zero; then assign intermediate scores to the remainder. 

 

1.2.1 Please enter a score alongside each group in the list. 

 

Question 1.3 

 

Each group represents an opportunity for the organisation to adopt a high or low 

degree of involvement. Thus, the organisation may at one extreme only aim to do the 

minimum necessary to keep out of trouble, and at the other extreme may work with 

members of the group to streamline processes for mutual advantage. The desired level 

of involvement is scored as follows: 

 

0 Either the other party controls the relationship, or it is unimportant. 

1 Minimum compliance with specification, enforceable standards or visibly 

acceptable behaviour. 

2 Active efforts to encourage and improve relationships. This may involve 

providing, for example, free technical advice or support, or access to 

privileged information. 

3 Active efforts to integrate processes for mutual advantage. This may involve, 

for example, changing working practices or management practices in 

partnership with members of a group. 

 

The desired level of involvement may vary between members of a group. To avoid 

unnecessary complications, the predominant or average value should be taken. 

 

1.3.1 Please enter a score alongside each group in the list. 

Question 1.4 
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Finally, each group may be considered as either a benefit to be nurtured, or a source 

of problems to be kept at bay. This is scored very simply, either positive or negative 

(+ or -), or zero if there is no clear overall indication. Please do not assume that there 

is an obvious relationship with the answers to earlier questions.  

 

1.4.1 Please enter a value (+, - or 0) alongside each group in the list. 

Question 1.5 

 

A further list (Stakeholder Requirements) is attached which shows the requirements 

for each group. Please examine this list carefully, and answer the following: 

 

2.1.1 For each group, are there any significant requirements which have been left 

out or which need clarification? If so, please make comments in the list or in 

the box at the end of the list. You are not requested at this point to score them. 
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STAKEHOLDER GROUPS 

 

Name Synonyms Description Score 

0-10 

Involve

ment 

0-3 

Benefit 

+/-/0 

Community Members of 

the public, 

sponsorship 

People who are 

affected by the 

organisation in ways 

over which they have 

no direct control. 

Includes visitors to 

premises and passers-

by, who may be 

affected by noise, 

mess, obstructions 

etc.; also sponsorship 

and voluntary 

benevolent actions. 

   

Competitors  Other organisations 

which, either directly 

or through 

substitution, offer 

alternative products or 

services. There may 

be a need to support 

collective interests or 

trade reputation. Your 

relationship may also 

be defensive. 

   

Customers Buyers, Those responsible for    
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purchasers, 

clients 

negotiating and 

ratifying contracts for 

the supply of goods or 

services. They receive 

goods or services, 

including those which 

may be passed on or 

resold to users or 

consumers within 

their own or other 

organisations. 

Directors Organisatio

n owners, 

trustees. 

Those with final legal 

liability (fiducial 

responsibility) for the 

conduct of the 

organisation’s affairs. 

Distinct from their 

roles as employees. 

   

Employees Staff, 

people 

Those who depend on 

the organisation for 

reward in return for 

labour. They may be 

represented indirectly 

by trades unions, staff 

associations or other 

bodies. They may be 

unpaid volunteers. 

   

Environment Animal 

welfare, 

countryside, 

renewable 

The natural 

environment, where it 

can be affected by 

levels of resource 
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energy. extraction, resource 

denial or waste 

disposal especially 

where it cannot be 

compensated by 

natural processes. 

Government 

and 

regulators 

Government 

offices, 

local 

authorities 

Taxation, law 

enforcement agencies 

and other non-trading 

bodies which can 

invoke legally 

enforceable penalties 

for failure to comply 

with their standards or 

demands. Includes 

trade or profession 

specific regulators. 

Also includes 

politicians or lobbyists 

used to influence 

regulators. 

   

Infrastructure Public 

resources 

Publicly funded 

resources and 

infrastructure shared 

by the organisation 

with others, for which 

the availability may be 

affected for good or 

bad by the operations 

of the organisation. 

   

Investors Shareholder Providers of capital at    
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s and 

stockholder

s 

a rate of return 

determined by a 

competitive share 

market, and who have 

no direct influence 

over management. 

Lenders Banks, 

credit 

agencies. 

Providers of capital at 

a negotiated rate of 

return, and who may 

have some level of 

control over 

management and/or 

charge on assets. 

 

 

   

Maintainers Servicers, 

technical 

support 

Those responsible for 

the continuing 

capability of supplied 

goods or services to 

produce value for 

users. Includes 

replenishment of 

consumables as well 

as repairs. Can also 

apply to third party 

suppliers of products 

services procured by 

customers to support 

or accessorise 

products or services. 

   

Parent  Financially linked    
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organisations organisations which 

have some level of 

control over the 

management. 

Partners Alliances Other organisations 

which have 

compatible aims, and 

for which there is an 

agreed, mutually 

advantageous 

relationship other than 

as a supplier or 

customer. 

   

Public media News and 

editorial 

journalists 

Those who provide a 

public information 

interface between the 

organisation and the 

community, other than 

as a paid supplier of 

advertising. 

   

Security Natural 

phenomena, 

loss of 

amenity and 

criminal 

activity. 

Mediation of the 

likelihood or effects of 

events outside the 

organisation and its 

normal activities. 

Includes fire, flood, 

earthquake, power 

cuts, and criminal 

activity related to 

physical or 

information resources. 
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Subsidiaries Franchisees Financially linked 

organisations over 

which there is a 

formal level of control 

over the management. 

   

Suppliers  Providers of specific 

goods or services on a 

contract basis, but not 

necessarily a 

commercial basis for 

those goods or 

services which are 

free at the point of 

delivery. 

   

Trade 

associations 

Professional 

bodies 

Non-profit bodies 

accepting 

subscriptions in return 

for specialist 

information services 

and possibly 

development of 

relevant “state of the 

art”. 

   

Users Consumers Those who realise or 

share the end value of 

the product or service 

without passing it on, 

whether or not it is 

physically consumed 

in the process. 
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Additional group(s) and comments 
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STAKEHOLDER REQUIREMENTS 

 

STAKEHOLDER GROUPS AND 

REQUIREMENTS FOR SATISFACTION 
 

COMMENTS 

Community  

Safety on premises  

Safety off premises  

Convenience and accessibility on 

premises 

 

Convenience and accessibility off 

premises 

 

Voluntary contributions/sponsorship  

Promotion of cultural values  

Competitors  

Protection of industry reputation  

Development of industry standards  

Protection of information or relationships  

Fair play, honouring accepted standards  

Customers  

Information and advice on specification 

and suitability 

 

Transparency of price and life cost  

Product or service quality  

Value for money  

Low price  

Transparency of price and life cost  

Availability of product or service  

Suitability for purpose  



 A Stakeholder-based Organisation Performance Model 
Appendix D  The Main Survey Questionnaire 
 

Peter C. Grossi  Page 290 

Reliability of supply  

Convenience of supply  

Process integration / support  

Opportunity for profit  

Quality of post-sales support (advice, 

complaints) 

 

Anticipating requirements  

Trustworthiness or reliability of 

relationship 

 

Directors  

Protection against litigation  

Reputation for social responsibility  

Employees  

Safe working conditions  

Comfortable working conditions  

Pay and benefits  

Personal status at work  

Creative opportunities  

Work-life balance and welfare  

Personal development opportunities  

Job satisfaction / fulfilment  

Employer’s public image  

Employer’s social responsibility  

Clear responsibilities and targets  

Environment  

Animal welfare and cruelty  

Safeguarding natural resources  

Conservation of energy  

Government  

Supply of statutory information  
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Payment of taxes  

Compliance with trading law  

Infrastructure   

Protection from damage  

Support local economy  

Encourage use of public services  

Promotion of recreational amenity  

Investors  

Dividends  

Share value  

Transparency of activities  

General social responsibility  

Assurance of future prospects  

Lenders  

Timely payment of debts  

Accurate status information  

Trustworthiness  

Maintainers  

Technical information or training  

Technical backup on demand  

Availability of parts and consumables  

Tools and/or software  

Parents  

Return on investment  

Support for group image and reputation  

Compliance with group strategy  

Partners  

Protection of joint interests  

Clearly defined relationship  

Compliance with agreed relationship  
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Trustworthiness  

Public media  

Positive public image  

Avoidance of scandal  

Frequent exposure  

Purchasers  

Information on specification and 

suitability 

 

Transparency of price and life cost  

Value for money  

Low price  

Availability of product/service  

Reliability of supply  

Convenience of supply  

Process integration / support  

Opportunity for profit  

Quality of service  

Anticipating requirements  

Trustworthiness  

Security  

Physical security, criminal  

Information security, criminal  

Natural disaster  

Loss of amenity  

Subsidiaries  

Strong corporate image  

Protection from competitors  

Finance  

Technical/process support  

Management support  
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Trustworthiness  

Suppliers  

Clear specification of requirement  

Compliance with payment terms  

Process integration / support  

Creative opportunities for profit  

Trade associations  

Payment of fees  

Supply of statistical information  

Participation in working groups  

Contribution to state-of-the-art  

Users  

Product appearance  

Longevity  

Cost of use  

Ease of use  

Safety in use  

Suitability for purpose  

Handling of problems  

Innovative design or concept  

Product/service range or variety  

 

Additional requirements and comments 

 

 

 

 

 


