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Zytec

Every morning in Africa a gazelle wakes up. It knows it must
outrun the fastest lion or it will be KILLED

Every morning in Africa a lion wakes up. It knows it must run
faster than the slowest gazelle or it will
STARVE

It doesn’t matter whether you're a lion or a gazelle--when the
sun comes up you'd better be RUNNING
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Session Overview

Focus

Strategic Leadership
Execution Excellence
Organizational Learning

[he Journey

veraging Your
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Focus

Key Factors

Core Values and Concepts
The Organization System
Maturity Model
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Four Focus Dimensions

1. Key Organization Factors

 Organizational Description
a. Org Environment
b. Org Relationships

* Organizational Challenges
a. Competitive Environment .
b. Strategic Challenges
c. Perf Improvement System

7

Suppliers
& Partners

2. Design Principles

* Visionary Leadership

» Customer-driven Excellence
* Organizational & Personal Learning
* Valuing Employees & Partners

* Agility

* Focus on the Future

3. Business Systems

* Leadership

* Strategy

» Customer Focus

* Information and Analysis
* Human Resource Focus

.-~ Process Management
* Results - Scorecard
Investors

V'3

System

TPerformance
Management Customers

Employees

4. Maturity Model

* Managing for Innovation \ T Reacting to Problems
* Management by Fact * Early Systematic Approach
* Social Responsibility * Aligned Approach
* Focus on Results & Creating Value * Integrated Approach
» Systems Perspective
10/13/2004 >
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Organization Description (P.1)

Organizational Environment (P.1a)
Products and Services

Culture

Employees

Technology, Facilities, Equipment
Regulatory Environment

Organizational Relationships (P.1b)
B Structure and Governance

B Customers
B Suppliers and Partners
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Organizational Challenges (P.2)

Competitive Environment (P.2a)
B Competitive Position

B Key Success Factors

B Comparative Data

Strategic Challenges (P.2b)
B Business

B Operational

B Human Resource

Performance Improvement System (P.2¢)
B Performance Improvement
B Organizational Learning & Sharing
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Leveraging Your Organization’s Genius SM

The Vision

Directive Leadership
Product/Service-Driven

Meet Standards or “status quo”
Suppliers and Unions as Adversaries
Respond in Time Allotted

Focus on Next Quarter’s Results
Employees Follow Procedures
Management by Intuition
Compliance with Regulation

Focus on $ “bottom-line” Exclusively
Functional Perspective

Good Company }———> Great Company

OO0O0O00O00O0000

"Good is the enemy of Great” Jim Collins

Visionary Leadership
Customer-Driven Excellence
Organizational and Personal Learning
Valuing Employees & Partners
Agility

Focus on the Future

Managing for Innovation
Management by Fact

Social Responsibility

Focus on Results and Creating Value
Systems Perspective
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Traditional Perspective

Key Organization Factors

Leveraging Your Organization’s Genius SM
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STRATEGY
DEVELZPMENT PEOPLE
DEPLOYMENT
LEADERSHIP .
SYSTEM Driver Enablers RESULTS
C“;:SOT&%ER PROCESS
MANAGEMENT
INFORMATION & ANALYSIS
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Competency Perspective

—— | Responsibility

Organizatiol
Leadershi
1.1

Strategy

Development

21

STRATEGIC
LEADERSHIP

Social

1.2

nal
p

Customer &
Market Knowledge
3.1

EXECUTION
EXCELLENCE

Value Creation

Deployment

Processes
6.1

A

Support
Processes
6.2

Relationship
Building 3.2

Work
> Systems
5.1

Employee Well-
Being and
Satisfaction 5.3

Learning and
Motivation 5.2

ORGANIZATIONAL
LEARNING

Governance &
Social Results
7.6

Organizational
Effectiveness
Results 7.5

T

Product & Financial &
Service Results Market Results

7.2 73

]

Customer-
Focused Results
71

1

Human Resource
Results
7.4

Measurement &
Analysis

4.1 4.2

Knowledge
Management

BUG p. 20
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Maturity Models

Process
B Approach

B Deployment
Learning
B Integration

Results

B Importance/
Completeness

B lLevels
Trends
B Comparisons

Leveraging Your Organization’s Genius SM
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Process Maturity Levels

N — Integrated Approach
. Operations are characterized by processes that are repeatable and regularly
| > evaluated for change and improvement in collaboration with other affected
units. Efficiencies across units are sought and achieved.
Aligned Approach
Operations are characterized by processes that are repeatable and regularly
evaluated for improvement, with learnings shared and with coordination

among organizational units.

— Early Systematic Approach

\ _ The organization is at the beginning stages of conducting operations by
— processes with repeatability, evaluation, and improvement, and some
— B coordination among organizational units.
\ /
/ Reacting to Problems

/ / — Operations are characterized by activities rather than by processes, and they are

largely responsive to immediate needs or problems.
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Four Dimensions

1. Key Organization Factors

 Organizational Description
a. Org Environment
b. Org Relationships

* Organizational Challenges
a. Competitive Environment .
b. Strategic Challenges
c. Perf Improvement System

7

Suppliers
& Partners

2. Design Principles

* Visionary Leadership

» Customer-driven Excellence
* Organizational & Personal Learning
* Valuing Employees & Partners

* Agility

* Focus on the Future

Review

3. Business Systems

* Leadership

* Strategy

» Customer Focus

* Information and Analysis
* Human Resource Focus

.-~ Process Management
* Results - Scorecard
Investors

V'3

System

TPerformance
Management Customers

Employees

4. Maturity Model

* Managing for Innovation \ T Reacting to Problems
* Management by Fact * Early Systematic Approach
* Social Responsibility * Aligned Approach
* Focus on Results & Creating Value * Integrated Approach
» Systems Perspective
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Strategic Leadership

Leadership
Strategic Planning
Customer and Market Knowledge

F I

GENITECT 10/13/2004
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Leadership Criteria

1.1
Organizational Leadership

O Senior Leadership Direction

| Set and Deploy Values, Directions, and
Expectations

| Create an Environment for Empowerment
and Innovation

[0 Governance
[ Management and fiscal accountability

[ | Protection of stockholder and stakeholder
interests

O Review Organizational Performance

| Translate Findings into Priorities for
Improvement

| Improve Leadership

1.2
Social Responsibility

O Responsibilities to the Public

| Product, Service, Operations Impact
on Society

[ | Anticipate Public Concerns
O Ethical Behavior

[ | Ensure ethical behavior in all
stakeholder transactions and
interactions

O Support of Key Communities

[ | Identify, support and strengthen key
communities

| Senior Leader and Employee
Involvement

10/13/2004 15

Leveraging Your Organization’s Genius SM

GENITECT, LLC © 2004



Clarke American

Set Direction
& Plan

& Innovate

Associates |Partners &

Customers

Review
& Adjust

Shareholders &

BUG p. 102
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Strategy Criteria

2.2
Strategy Deployment

21
Strategy Development

O Strategy Development Process O Action Plans - Develop & Deploy
m Key steps, participants, time horizons B Resource Allocation
m  Analysis and consideration of B Short- & Long-Term Action Plans

customers, competitors, technology,

: B Human Resource Plans
people, suppliers and partners,

economies, and risks B Measures to Track Progress
[0 Strategic Objectives and Timetable [0 Performance Projection
m Key Strategic Objectives B Projections for Key Measures
B Timetable for Accomplishment B Short- & Long-term Planning Horizons
m Challenges B Comparison to Competitors....
B Balance Needs of all Key Stakeholders

10/13/2004 17
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Clarke American

Balanced
Business
Plan

Gap Analysis
A

Associate
Opinion Survey.

Sept

ug

TN

Disciplined Execution of Strategy
Leads to GREAT Results

Budgeting
Process

Oct

PLAN
REVIEW

Goal Deployment
Nov Catchball
Action Plan
Dec Development

July

Quality’ Eunction
Deployment

June

Benchmarking B

7

DEL

Apr

Implementation
Mar

Project Management

Leveraging Your Organization’s Genius SM
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Jan |mprovement
Teams
Feb Action Plan
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UW Stout

 wssov
Tasks
VALUES

_—— VISION
Biennial

Tasks

Internal Survey External Survey

Stakeholder Visioning

Five-Year Goals

i Monitor the
Gather input . Id.ent‘lfy A Report of
from campus institutional institutional accomplish
P performance performance P
community ments
measures measures

Action Plans Deployment

Semi-Annual
Tasks

PERIODIC CHECKS

BUG p. 149
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Customer and Market Knowledge

3.1
Customer and Market H
Knowledge

O Customer and Market Knowledge
B Determine Target Customers, Customer Groups and Market Segments
B Listening and Learning Strategies
B Determine Most Important Product & Service Features

m  Keep Current with Business Needs and Directions

10/13/2004 20
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ST Microelectronics

Customer Tier-Segment Matrix

<)
<) Q N N
NI > o N Y
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¥ g Q
Automotive
Consumer

Communications

Storage and Computer BUG p. 182
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Execution Excellence

Process Management
Human Resource Focus

F I

GENITECT 10/13/2004
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Process Management Criteria

6.1

Value Creation Processes ( )

(Learning-Centered)

6.2

Support Processes

[0 Identify Value Creation (Learning-Centered) Processes

[1 Determine Requirements

[1 Design Processes
[0 Control and Improvement - Including Measures

0 Cost Reduction — Prevent Rework
0 Evaluation, Improvement, and Sharing

10/13/2004 23
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Looking Below the Surface | ‘&
Events / :

- < . .
Performance
Patterns

v

v
v

Inputs Outputs
Structure Supplier p=—> y 19 Customers
& Systems D'_.'_ M
People & Operations
10/13/2004 24

Leveraging Your Organization’s Genius SM GENITECT, LLC © 2004



CGISS - Customer Needs Drive
Product Development

MARKET & PRODUCT PLNG| SYSTEMS & PRODUCT
DEVELOPMENT
Ach::te d Target Segment,
Valu.e. Project
Proposition, Def Contract Book,
Concept Business Case Resources,
Accepted Development

Field Test,
Controlled

Introduction
Solution

Selected

Sector/Business

Portfolio Portfolio
Accepted Decisions
& Management Launch & Dt_eploy,
C Retirement
loseout
Solution Plans,_
Lockdown End of Life
= Gate Passage = Increased Resource Commitment —} BUG p. 194
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Customer Focus Criteria

3.2
H Customer Satisfaction
and Relationships

O Build Customer Relationships O Customer Satisfaction

B Accessibility - Mechanisms Determination

B Customer Contact Requirements B Methods to Determine Satisfaction

B Complaint Management Process = Post Transaction Follow-up

B Competitive Performance

10/13/2004 26
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KARLEE -

Problem Resolution

Customer
Calls with Problem

Set Timeline for
Response

Visit Customer
and Analyze Issue

Corrective Action
with Timeline

Log Results

Contact Customer to
Confirm Closure

Yes Is Field Support
Required?

Contact Customer to
Confirm Closure

Will Product be No
Returned?
Upgrade or Rework Notify MTL or CSR
Product of Concern
I
Log Results Log Results

Contact Customer to
Confirm Closure

BUG p. 219
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Human Resource Focus - Criteria

* Organization and Management of
Work

5.1
Work Systems

« Employee Performance Management
System

* Hiring and Career Progression

5.2 5.3

Employee Learning and H Employee Well-Being

Motivation and Satisfaction

O Employee Education, Training, and O Work Environment
Development O Employee Support and
O Motivation and Career Development Satisfaction
10/13/2004 28
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CGISS -
Personal Commitment

Planning

Dialogue for mutual understanding on:
Individual team business goals
*Behaviors needed to achieve results

Checkpoints Input to:
Training Plans
g  Staffing
Compensation
decisions
Career development

Dialogue on:

*Progress on individual team business goals
*Actual behavior compared to expectations
Input from Key work Partners

Summary

Dialogue on:

*Performance on individual and team business goals
*Actual behavior compared to expectations

Input from key work partners

*Job match/career plans

BUG p. 244
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Organizational Learning

Information and Analysis
Results -Scorecard

F I

GENITECT 10/13/2004
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Information and Analysis - Criteria

4.1
Measurement and
Analysis of Organizational

4.2
Information and Knowledge
Management

Performance
O Performance Measurement O Data & Information Availability
B Select, Collect, Align, and Integrate B Accessible to Multiple Stakeholders

Measures/Indicators for Daily Operations and

[ | Hardware and Software - Reliable, Secure, and
Overall Performance

User Friendly
n Comparative Data and Information for

[ | K H n f nt with
Strategic Decision Making eep Hardware and Software Current wit

Changing Needs

| Keep Current with Changing Needs O Organizational Knowledge

O Performance Analysis [ | Manage Organization Knowledge - Transfer

[ | Analysis to Support Senior Leader Reviews & Knowledge and Best Practices Among Multiple
Planning Stakeholders
u Analysis to Support Strategic Planning u Ensure Data, Information, and Knowledge:

Integrity, Timeliness, Reliability, Security,

" Functional-level Decisions Accuracy, and Confidentiality
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Clarke American -
Leading & Lagging Indicators

Change the Business Run the Business

Predictive Indicators (Leading)

Customer satisfaction Plant cycle time

Branch loyalty 24-hour service

Value management Utilization of Avenue
workshops/ Partner reporting satisfaction/
symposiums on-time

Implemented S.T.A.R. ideas Associates hired in 60 days
Total order cycle time 401(K) participation

% APS units
% spend co-sourced

Diagnostic Indicators (Lagging)

Revenue growth Branch Telephone Survey
Customer contact center Waste (voids and spoilage)
total revenue Total errors
Total Contact center revenue  Credits/reprints
Revenue per call PSPs integrated
e-Commerce revenue ROIC
Retention of 2-year Cash flow
associates Revenue per associate
Operating profit growth Total profit improvement and
| cematorem BUG p. 298
10/13/2004 32

Leveraging Your Organization’s Genius SM GENITECT, LLC © 2004



Results - Criteria

7.6 Governance and
Social Responsibility
Results

e

7.3 Financial
& Market Results

7.1 Customer
Focused
Results

7.5 Organizational
Effectiveness
Results

7.2 Product and
Service Results

7.4 Human
Resource
Results
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The Journey

F I
rHINLY B T
el e o e
t i

Leveraging Your Organization’s Genius SM

10/13/2004

GENITECT, LLC © 2004

34



Path to Performance Excellence

4 Reacting to Systematic Alignment Integration  Organizational
Problems Approach Learning

Key stakeholders initially
very excited but ultimately

disappointed when you Integration
can’t execute
Boom Bust Curve!
. Alignment
Strategic
Leadership

Systematic

Approach

Great services but
not meeting the needs Reacting to

of the key stakeholders Problems
BUG p. 18
Execution Excellence >
Adapted from: Tang, V. & 35
10/13/2004 Bauer, R. (1995).

) o . Competitive Dominance
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Learning Curve -
An Emotional Perspective

How Good You
Feel You Are

Start

Denial

Bargaining

oy, Depression

Acceptance

[
»

Actual
Performance

<= Baldrige
Winners

How Much You Really Know About Performance Excellence

Leveraging Your Organization’s Genius SM
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Next Steps

Strategic Alignment Table
SIPOC

F I
i

GENITECT 10/13/2004
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Alignment

Strategic Leadership

Investors
rg SPl;’:tpr:frr: Processes| Customers
é‘ \ I Employees

Objectives and Timeline

Strategy Map

Organizational Learning /[:
|

el ey

Performance Patterns and Projections

Measurement Map

Execution Excellence | |

:|:||
mEEmem =
BE N 1.

Processes and Projects | I

Business System Map

10/13/2004
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Strategic Alignment Table

Stakeholders

Wants and Needs

Strategy

Decision Level

Measures

Results Level

Actions

Action Level

Who are your key
Stakeholders?

Where do you want
to be - Vision?

How will you know
when you get there?

How will you
get there?

Want do they want?

What are the desired
outcomes in qualitative
terms?

How can you measure
the outcome(s)

What are the key
Processes?

What do they need
to be successful?

When do you plan
to achieve the
objectives?

How does this
compare with others?

What improvement
projects will
make it happen?

Needs, Wants,
Desires

Strategic Objectives
and
Timetable

Performance Targets
Projections
with Comparisons

Short- and Long-term
Action Plans/Initiatives

— Allgnment —

Leveraging Your Organization’s Genius SM
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Strategic Alignment Table
Worksheet

Stakeholders Strategy Measures

Customers

Operations

Suppliers

Employees

Investors

10/13/2004 40
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Value Chain Approach - SIPOC

EXecution el

Functions)

Customer
Suppliers and Inputs Processes Outputs Segments -
=—»  Products and Value Creation Products and :
Partners : : a.k.a. Primary
Services And Support Services .
Beneficiaries
Design | <G
. Input

Supplier Requirements Process Features and Cus.tomers

Process — . : Requirements
. (Features and Requirements Functions

Requirements by Segment

Measurement

Supplier and
Partner

In-Process
Measures

Incoming
Product and

Service Quality
Measures

In-Processes

Measures

Product and

Service Quality
Measures

Customers

Satisfaction
Measures by

Segment

Leveraging Your Organization’s Genius SM
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SIPOC Table

Suppliers & Partners Processes Products & Services Customers by Segment

Process Requirements Input Requirements Process Requirements Features & Functions Customer Requirements

Incoming Product & Service Product & Service Quality Customer Satisfaction
In-Process Measures

Process Measures
Measures Measures Measures
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