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Process Management
To Achieve Your Work



The Vision

“Good is the enemy of Great” Jim Collins

i Good Organization F——b Great Organization

« Directive Leadership
e 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 .

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

Focus on the Future

Managing for Innovation
Management by Fact

Social Responsibility ‘
Focus on Results & Creating Value
Systems Perspective



Core Principles: Does This Stuff Fit Us?

o Visionary Leadership

« Customer-Driven Excellence

. Or%anizationa; & Personal Learning

o Valuing Employees and Partners

e Focus on the Future

e Managing for Innovation

e Management by Fact

o Social Responsibility

e Focus on Results & Creating Value
Systems Perspective
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Four Dimensions - Review

3. Business Systems

* Leadership

 Strategy

» Customer and Market Focus
* Measurement, Analysis and
Knowledge Management
-~ +» Human Resource Focus

1. Key Organization Factors
 Organizational Description
a. Org Environment

b. Org Relationships
* Organizational Chall
a. Competitive Environment >« _

This is Who
We Are

b. Strategic Challenges .- * Process Management
c. Perf Improvement System Investors - * Results - Scorecard
. v gl
, o : rPerformance
2. Design Principles U NGRS Management Customers
» Visionary Leadership & Partners L System
» Customer-driven Excellence «
* Organizational & Personal Learning 1 .
* Valuing Employees & Partners s 4
® - Agility Employees A
+ Focus on the Futur “~o_ 4. Maturity Model
* Managing for Innovation * Reacting to Problems
-+ * Management by Fact This is This is » Early Systematic Approach
» Social Responsibility * Aligned Approach
« Focus on Results & Creating What We How Well . Intggrateg E\pproach
» Systems Perspective Believe We Do It
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Four Dimensions - Review

3. Business Systems

* Leadership

 Strategy

» Customer and Market Focus

* Measurement, Analysis and
Knowledge Management

1. Key Organization Factors
» Organizational Description
rg Environment
rg Relationships
nizational Challenges
mpetitive Environment  ~< .

rategic Challenges /"
Investors

rf Improvement System
~ k
i Supbliers rPerformance
i 'pies PP Management Customers

Leadership & Partners L System
r-driven Excellence

tional & Personal Learning
mployees & Partners

] Employees
he Future - 4. Maturity Model
: or Innovation & ©  + Reacting to Problems
- by Fact * Early Systematic Approach
= ibility * Aligned Approach
& Creating Value * Integrated Approach
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Results

Plan, Strategy, Do, Implement, Check or
Methodology Execute Qutcome
il
Approach Deployment Results
Qualitative Quantitative

Results validate (confirm or deny) the
ffectiveness of the approach and deployment
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Learning and Integration

‘ Learning & Integrati

Approach Deployment Results

All three dimensions have an element of
learning and integration
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Why Processes?

The Fit of Processes
To Why We Are
In Business



Baldrige Bookends

Who Is The | What Are The How Are We Is The Is The
Customer, Customer Performing Customer Customer
Segment Or | Requirements § Aqainst The | Satisfied? Loyal?
& Expectations
Group? ¢ Customer 7.2a(1) 7.2a(2)
or Products :
P1b(2) and Services? [ Requirements?
P1b(2) 7.1
XXX

YYY




Customer Segmentation

N
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Who Is The What Are The J Perform vs. The Is The Customer Is The Customer
Customer, Customer Customer Satisfied? Loyal
Segment Or Requirements? § Requirements? (and dissatisfied) \ .2a(
Group? P1b(2) 7.1 7.2a(1
P1b(2) \ A
Figure 7.1/ \j \/ > How
1 i \;/ )\ The
7 \ﬁd [’z A Customer
The /" Acts
\V/ \/ How We Customer \_ 4
2 What Respond /\
The ‘
Customer FigLVre 7.2-11
3 Says
Figu| /7.1
M /A\ Figur{ 7.1-10 Figure 7.2-12
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Customer Segmentation
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Who Is The What Are The Perform vs. The | Processes Is The Customer Is The
Customer, Customer Customer Used To Satisfied? Customer
Segment Or | Requirements? § Requirements? Perform (and dissatisfied) Loyal?
Group? P1b(2) 7.1a 7.1b 7.2a(1) 7.2a(2)
' P1b(2)
i Figure 7.1-1 Figure 7.2-9
: Figure 7.2-1
1 Figure 7.1-2 Figure 7.2-2
Figure 7.1-3
Figure 7.1-4 Figure 7.2-10
’ 2 Figure 7.1-5 Figure 7.2-3
Figure 7.2-4
Figure 7.1-6
Figure 7.1-7 Figure 7.2-11
. Figure 7.2-5
3 Figure 7.1-8 Figure 7.2-6
Figure 7.1-9
Figure 7.1-10 Figure 7.2-12
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Customer Segmentation

GEINTIECT

Who Is The What Are The Perform vs. Processes Is The Customer Is The
Customer, Customer The Customer Used To Satisfied? Customer
Segment Or Requirements | Requirements Perform (and dissatisfied) Loyal?
Group? ? ? 7.1b 7.2a(1) \ 7.2a(2)
. P1b(2) P1b(2) 7.1a y
| Figure 7.1- \/ Z
1 Figyre 7./2 \ / 1 How
A \\/ = S The
\/ The L How Customer
\ \ Processes The Acts
L
5 g . How We Used Customer
( What ~Q\ ReSpond Respond r /\
The
Customer U] F'gu 7 2-11
3 Says ] N A¢ 8
7 k ‘ Fig| re 7.\-9
Vé\ ‘ Figu\ée 7.1-10 Figure 7.2-12
4 \/ V Figure 7.1-11 Figure 7.2-7
' Figure 7.1-12 Figure 7.2-8
Figure 7.1-13
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WHAT?27?77°27°270°07077°27°27°2707

[ External Resnurces] {Cuordinatiun Methuds] [ Internal ]
Voice of the Customer [ Baldrige Framework ] Z s
c (Requirements, Comments, @
ustnmer_s Recommendations & e .
(End, Immediate Complaints)
& Prospects) ]
. J.2a(14) Fig. 3.1-2, -3, -4
Community {r al R} I? Jﬁ
A _ equirements Deploy Ent: ise Excell J
(Fig. P.1-4, 3.1-1 through -4) (Data & Information) [ eploy Enterprise txcellence
: (Fig 3.1.3, -4] ‘ Innovate Products Manage Product
Military Competitors [ Strategic Plans h & Processes ] [ Development l
(Foreign Militar (Mission, Values :
g ary & Action Plans) Implement 2
& Adversaries) (Fig. 2.1-1, 2, -3) Business Strategies .
(Fig. 7.1-3b through -7) ~ e :
Business Competitors i Inputs | Manage Manage the
P Competencies Enterprise Portfolio
(Fig. 7.2-5, -6, -7, -9; (Feedback)
7.3-3, -8; 7.4-8) ) S 1L
f Priorities for h I C
Improvement . . =
and Innovation Armament Innovation Engineering -
Partners, \ (4.1a(1), Fig. 2.1-2, 4.1-1) } Expertise Management S
Collabora_tnrs & [ Technology Transfer 1 = =
Suppliers | (Fig.7.34.739) |
(Fig. 7.3-4, -7, -9) ; . ~—
Knowledge Transfer \| ;
(4.1a(1), 5.1a(2), Fig. 7.5.7) ustomer| |y am-Based|| Continuous
" 4 Driven | Improvement

D Old ‘VCP’ Processes D Old ‘Support’ Processes




What Is A Process?

A set of sequential tasks Requirements
performed by a process owner
(i.e., Hiring)

hat transforms inputs like
ritten requirements and
w materials from supplier

to useful outputs such as

ocuments, services and

anufactured parts for RESOUTCES
customers
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What Is A System?

» A set (or seqguence) of more than one
process used to achieve more than one
| process can achieve (i.e., Human
- Resources)
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Responsibilities

A
4
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e Process Owner:

Define, Measure, Analyze and Improve and
Control the process (DMAIC)

Work with the process user(s) to ensure
that the process is meeting the required
performance

* Process User (Customen):

Define the output required by the process

Work with the process owner to ensure that
the process is meeting the required
performance

Key Work Processes have external users
(i.e., clinical process have patients)

Support and management processes have
internal users (i.e., finance has internal
users)



Systematic Processes

P

Improve

Measure

Stabilize ‘
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Systematic Processes

Define: Define: write down

what we do

Measure: Measure
what is important

Analyze: Always do it
the same way

Improve: Get Better
Control: Hold The Gain

Improve & Control:
1 Measure:

* |In-Process
 End-of-Process

Analyze:

(Stable, In control, Repeatable)
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Rules Of Process Management

1.Name the Process
2.Give the Process An Owner

3.Teach the Owner How To
Improve A Process

4.Hold the Owner Accountable
For Improving the Process

GENITECT |




What Is PBM?

“Process Based Management
(PBM) is a management
approach that defines an
enterprise as a collection of
processes and that focuses on
customer (patient or physician)
satisfaction and waste reduction
(efficiency and effectiveness) by
defining, measuring, stabilizing,
and improving processes.”
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Process Based Organizations

* View business as a collection of processes
« Manage by data

» Clear relationships between processes and key business results
- and goals

 Process performance reporting and review

* Integrated With Other Initiatives

 High Performance Work Teams Learn Processes
~* Improvement Across Enterprise Wide Processes

« Strategic Plans Affect Processes

« Managerial Patience
* Emphasis On Sustainable Improvements
* Focuses on Key Customer Driven Processes

GENITECT |




Mo-Tze

(a.k.a. Micius) Approximately 500 B.C.

* Whoever pursues a business in this world must have a system.

1 B * A business which has attained success without a system does not
exist.

* From ministers and generals down to the hundreds of craftsmen,
everyone of them has a system.

« The craftsmen employ the ruler to make a square and the compass
to make a circle. All of them, both skilled and unskilled, use this
system.

« The skilled may at times accomplish a circle and a square by their
own dexterity. But with a system, even the unskilled may achieve
the same result, though dexterity they have none.

* Hence, every craftsman possesses a system as a model.

« Now, if we govern the empire, or a large state, without a system as
a model, are we not even less intelligent than a common
craftsman?
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| evels Of Processes

Level 1 Process Rule #1: As one level is defined
the next lower level is identified.

Level 2 Process

)
\ Level 3 Process

Level \ e

1 -
I -

Level

; 9

Level N

3
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Enterprise Systems Model
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Enterprise Systems Model

« A depiction of all systems in an organization
which are arranged in a manner which
shows:

— How the systems are related to each other
— How the systems relate to achieving the
core competency
— How the systems relate to external
Influences, such as:
* Regulators
» Suppliers
— How the systems relate to the customer
and delivering the core competency to
the customer
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How The Systems Fit Together To Drive The
Core Competency

Key Work Systems

—
Why Do
Customers
Come To US

What Is Within Work Processes

Each Work
System

Process Improvement

How We Get
Better

YWLEINT ELC T [RORYA




A MCB Administrative Councll

MCB Curriculum

MCB Faculty | MONFORT COLLEGE OF BUSINESS~1—= e

Affairs Committee L IBRARY —

CURRICULUM/~"T" 5=
EXTRA-CURRICULAR
FARIENS DLC\\ ACTIVITIES
ACADEMIC

FACULTY STAEE

PARENTS

CTC

SHdAO1dING

FINANCIAL

ADMISSIONS CAREER
| SERVICES

RESNIIRCES RERPUTATILOM
FACILITIES/ DLC
TECHNOLOGY
MCB Technology MCB Student

Committee Affairs Committee




ENTERPRISE PROCESS MODEL
AIRLIFT&

VYl Y < 4
1.0 Enterprise Management

Establish Strategic Directions Develop and Motivate the Workforce Provide Policies
Develop Strategic Plans Manage Technology Development Integrate TQM
Develop Operating Plans Perform Self-Governance Planning
7.0
2.0 3.0 Program 4.0 5.0 6.0 Post
Acquire Planning and Product Supplier e lEiEn Deliver
Business Control Definition Management S y
upport
Assess Business Plan Programs Define the Product ~ Select Source Fabricate Parts Provide Technical
Environment Authorize Work Transition to Negotiate and Fabricate Tools Publications
Identify Best Manage Transfer Production Award Contracts Assemble Product Perform Spares
Opportunities of Work (out) Provide Integrated ~ Manage Supplier i Services
. Ve Provide FOD
Satisfy Customers Administer Contracts Logistics Support Performance Control Perform Product
i ILS) Plannin Trainin
Develop Win Manage Changes (LS) 9 Deploy Supply Assure Product 9
Strategy (PCC) Perform System Base Strategy Quality Perform Field
Positi . Engineering . Services
on Program Manage Risk Refurbish for .
Deliver Perform Repair
Deve Manage Cost and y Services
lop Proposal Schedule Certify Factory of .
Nego  pjan Material Floor Processes Perform Maintenance
tiate Contracts . and Modification
p Manage Inventory Manage Support and
Manage Government Test Equipment
Property
8.0 Support and Services
Provide Human Resource Services Provide Safety, Health, and Environmental Perform Accounting
Provide Fire & Security Services Services N _ Perform Financial Services
Provide General Services Manz.age Facilities a.nd Equipment Provide Information Systems Services
Provide Legal Services Provide Flight Operations Services

@ﬂﬂf]ﬂﬂ@
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ENTERPRISE PROCESS MODEL
AIRLIFT&

i\// ”
1.0 Enterprise Management

Establish Strategic Directions Develop and Motivate the Workforce Provide Policies
Develop Strategic Plans Manage Technology Development Integrate TQM
Develop Operating Plans Perform Self-Governance Planning
2.0 3.0 Program 4.0 5.0 50 Doy
Acquire Planning and Product Supplier e lEiEn Delivery
Business Control Definition Management Support
Assess Business Plan Programs Define the Product ~ Select Source Fabricate Parts Provide Technical
Environment Authorize Vy=- ES iy NI L Eeie a0 Publications
Identify Best Manage Tr = Perform Spares
omoruniies — ofwone] 3 Process Families Senices
Satisfy Customers Administer 5 L ?Sarifr?irnn; Product
peeopwin - wanagect 58 Level One
Strategy Perform Field
Positi f\;frgge Ri Services
on Program Perform Repair
Deve Manage Cd P r O C eS S eS Services P
lop Proposal Schedule .
Nego  pian Mater . Perform Maintenance
tiate Contracts Requireme 7 6 6 D ef ine d ggfrjvi'(\:/'eosd'f'cat'on
Keep It Sold Manage In Manage Support and
Manage Gq S u b p ro C eS S es Test Equipment
Property

S— (below Level One)

Provide Fire & Security Services Perform Financial Services
Provide General Services Manage Facilities and Equipment Provide Information Systems Services
Provide Legal Services Provide Flight Operations Services
@ﬂﬂf]ﬂﬂ'@
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Enterprise Systems Model

Work Process Management System

(Section 6.1b)

Customer L Customer
requirements P Organizational Systems < [ RSr—

(Performance Improvement)

( Quality & Patient Safety ] 8
[ Strategic Planning ] g
e )5
overnance S

o

[ Leadership System ]

( Legal/Regulatory ]

[ Communications ]

r\ Enterprise Work Systems ah
Emergency Care
Suppliers, Home Health Care
Partners, %) Hospice Care *E Pro_;:_::sdtgres,
Human & > = = Inpatient Care P> = Treatments
Material £ Mental Health Care 3 Services
Resources Outpatient Care
Primary/Specialty Physician Care
PM&R Care
1,\_/ Urgent Care \\_/

Support Systems

Human Resources

Financial Services

Supply Chain Management

L, N N S

Enabling

Information Services

ey Y
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Enterprise Systems Model

n Organizational Systems that Guide
|

Organizational | Strategic Leadership ‘ Legal, Ethical,

L '\|

Belief System: Planning
5
: H . Mission /Vision | System System _. ‘ Governance 6 ..
_Input |- /N ~ Output|
Voc " | Building Loyal Relationships .
SUPP&" E Key Work Systems Key Work Processes e Achiev

"Emergency Care *Patient Access gg
#=1 *Assessment/Diaghestic

|
- Stake- =t

| Inpatient Care
holders ' Outpatient Care, «Care Delivery/Treatme
Feedbac ' *Discharge
[ Human Resources Support Risk/Patient Safety!(lualityj
p . Systems .
_ Information Systems | Support Services
.{ Revenue Cycle ] Ii Learning and Innovation \
P : > G :
_ Supply Chain Management | _ Clinical Support Services
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How The Systems Fit Together To Drive The
Core Competency

Enterprise Systems Model

Key Work Systems

— Inpatient Care

Why Do Patients Outpatient Care

Emergency Care
come To Us Ambulatory Care

— Urgent Care
| Physician Practices
Home Health Care

v Mental Health
Hospice

What Is Within Work Processes

Each Work Screen
Register

System Diagnosis
Treat/Educate
Discharge
Follow-up

-

Process Improvement

How We Get PDCA
Better




Enterprise Systems Model

Key Work Systems

 I—

==

Work Processes

(*]

Process Improvement

-

N\ .,- 5
-._- ._‘- ] : :
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Inpatient Care
Outpatient Care
Emergency Care
Ambulatory Care
Urgent Care
Physician Practices
Home Health Care
Mental Health
Hospice

Welcome
Screen
Register
Diagnosis
Treat/Educate
Discharge
Follow-up

PDCA




Process Definition Sheet

Process Identification No.(PIN) :

CVBU- EL-15

Higher Level Linkage-

Process Title-

Human Resource Management

Process Owner

Head - Corporate HR

Process Obijective-

Source and enhance Human Capital, Attract and retain talent, Create and maintain
culture of High Performance, Improve Quality of Life of employees

INPUT

KEY STEPS

OUTPUT

CVBU Strategy

Business Plan

Industry Environment
Statutory/ Legal Requirement
GEO- HR Guidelines
Skill-gap Analysis

VVYVYYYV

» Feedback from Partners

Third Party Survey Findings
» Tata Group Guidelines

Feedback from OHS, QFD, Exit Interview, Communication
sessions, Appeals, Hotline and interaction with Unions.

(Educational Institutions, Faculty Members, Trainers, etc.)

= Reuvisit HR Policies, Set Goals,
Develop Initiatives and assign
responsibilities

= Acquire and allocate Resources

= Manage Business Unit wise
Corporate HR and Plant HR
Services

= Performance Review

= Annual Review and Budgeting
for the Next Year

= Competent, motivated and satisfied
employees in required strength

= Culture of High Performance
= Budget Proposal

In-Process Measure Unit of Measure Output Measure / End Measure Unit of Measure
On-time Services Employee Satisfaction Index Index
Fulfillment of HR demands Attrition Rate, Safety Index % / Index
Man-days Lost, Absenteeism No/percentage Value Added per Rupee of Employee Cost, Ratio
Budget Vs. Actual Employee Cost Rs Wage Bill Ratio

Divisions Involved -

Corporate HR and Locational HR, Productivity Services

End Customer-

All CVBU Employees , Functional Heads

Core Values Embedded-

Integrity, Customer Focus, Passion For Engineering and Corporate Citizenship

ISO /TS 16949 Reference- 6.2
Process Revision / Modification History-
Modfn. Dt. Modn No. Details of Modification Madified by Approved By
01/06/03 00 New Release BES, Pune
31/3/05 01 Madification through process review Process Team

GENITECT &




|

Human Resource Management

-Review and
Finalise HR
Policies, Set -Acquire and
Targets J allocate

Resources

-Develop [
Initiatives and —Vl Head-
Assign Corporate
Responsibilities HR

‘.13.:-.-“ -

| HRD Committee

Inputs-

-CVBU Strategy
-Business Plan
Budget Approval
-Statutory
requirements
-Tata Group
Gudelines
-Industry
Environment
-OHS feedback
-Third party survey

Manage Corporate HR services-

*HR Service for Corporate offices,
Regional & Area offices (similar to that
for the Plants)

*Compensation Management for TM and
EG grade officers of all the locations
*Guidelines/mandate to Loc HR for

Process Owner
Process objective :

Attract and retain talent,Create and maintain culture of High
Performance,Improve Quality of Life of employee.

UuUtputs-
-Motivated &

a

Compensation of S & below Grades
*Asses Work level of Sr. Officer
*Qrganization Development

*Special training programs for TM and
EG Grades of all the location

Head Corp.HR

GENITECT |

Manage HR /IR Services at resp. plants
*Manage Family Size

(Recruitment & Placement,Opt-sizing and
Separations)

*Productivity Services - Manpower
Planning, job Evaluation,Productivity
Measurement through PSD

*Manage Industrial Relations

*Manage safety

*Employee Training and Development
*Manage Employee Welfare Services
(Transport,Canteen,Housing,Medical, Cummi
nity

Centres etc)

*Performance Mgt(PMS) *Talent/Potential
Management, Compensation Management
*Manage Employee Database

*Conduct OHS

force as per
requirement

of
Satisfaction/

competent work

-ESI and Drivers

Budget
Propoal

Periodic Review
of

performance and
reallocate
Resource

_js

Head - Corp.HR

Annual Review
and

Resource Budget
Preparation

H.R.D. Committee

Continue
with




Enterprise Systems Model

Key Work Systems

—— Inpatient Care

— Outpatient Care
Emergency Care
Ambulatory Care
Urgent Care
Physician Practices
Home Health Care
Mental Health
Hospice

Work Processes

Welcome

Screen
Register
Diagnosis
Treat/Educate
Discharge
Follow-up

Process Improvement
PDCA

-

N\ .,- 5
-._- ._‘- ] : :
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T

Inputs . . .
Key steps in- Manage Family Size
* HR Plans
+ Sales / production plan and . . .
productivity targets . Review / Assess manpower requirement and arrive at net
’ - New project requirement shortage / excesses ( Gross / function / Department)
+ Job Profiles . Redistribution of manpower
+ Current manpower . .
. Manage additional requirement and surpluses

How it operates (Methods/ Practices)

System: HR -- Process: Manage Family Size

Outputs

1. Manpower requirement of various functions / departments is

reviewed every year based on sales / production plan, productivity
targets and new technology introduction plan. Explorer opportunities
for offloading. Derive shortages / excesses and work
reorganisation.

Manpower deployment to needy areas to bridge, the gap between
manpower available and required, identify the persons for
deployment on the basis of suitability of new jobs. Arrange
training/retraining through HR (training) as per requirement.
Manage additional requirement through i) Contract / Offloading ii)
Recruitment of temporaries iii) Cadre recruitment iv) External
recruitment

4. Launch early separation schemes for downsizing as per need.

GENITECT |

« Competent employees in

* Work reorganisation
proposals
+ Offloading proposals

required strength. e

Performance Measure Unit
Efficiency
» Budget Vs. actual employee cost Rs

» Cost and cycle time of
recruitment

Months

Effectiveness
» Overall productivity Value added / unit wage

+ Recruitment from premium bill,
institutes % recruitment

Sub process : Manage Family Size

Sub Process Ref : Name of Person

Process Owner : HR Steering committee

EPM Linkage - EL-15(Human Resources Management)
Preparation Date : 31/03/04

Modification Date: 31-01-05




Service vs. Manufacturing

 Manufacturing  Service

L3

.

. |

E

. l

[

. '

5|

.

]

5

B

i

"

. i

]

; Service

1 Map X
Standards X X

i| Follow Process X Unless Cust. Req A’s
Variation Enemyv Advantaage
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Value Chain Approach - SIPOC

L EXECULION s

Customer
Suppliers and Inputs Processes Outputs Segments -
= Products and Value Creation Products and :
Partners : : a.k.a. Primary
Services And Support Services .
Beneficiaries
A A A A A
h
: Input
=Ll Requirements Process Features and Cu_stomers
Process — . : Requirements by
. (Features and Requirements Functions
Requirements . Segment
Functions)

ment

Incoming
Product and
Service Quality

Measures

In-Processes
Measures

Product and
Service Quality
Measures

Customers
Satisfaction
Measures by

Segment
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Looking Below the Surface

%
,’ Events %&4

, AL X :‘
ance
rns ’ ’

v

Inputs | | P Outputs
e Supplier L Npuh y Customers
People & Operations
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Process Maturity Levels

—
A 4

RERR

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
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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What Separates The Winners?

S2005 By wwwww . Call Cernter Comics . com

MEMO TO ALL EMPLOYEES
PLEASE USE THE EMPLOYEE SUGGESTION
BOX ONLY TO SUEMIT IDEAS THAT CAN BE
IMPLEMENTED WITHOCUT MONEY. TIME, OR
EFrrfrORT.
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Who's Job Is Improvement?

|| Foagy,
0 A
: Foe
o Mg
85 m




Improvement = Survivability

Type ot \who Is Involved?

Change
; | Suggestions Everybody
H | Formalized
1 t -. Continuous Everybody
He Level of |
| Change | Improvement

Breakthrough All Leaders Within

Improvement Their Span of Control
i Sacred Cows Senior Leaders
GENT T ECT eI J—



PBM SEVEN-STEP
METHODOLOGY

PBM is a management approach that
defines an organization as a collection of Quality Timeliness
processes focused on customer
satl_sf_actlon and waste rg_dt_Jctlon by Efficiency Cycle Time
defining measures, stabilizing and
Improving processes
Return to Step 3
v I
Step 1 Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
Dﬁfige Establish Determine St?ﬁgize Set Develop Implement
=] Metrics =] Performance Goals =1 Improvement =91 Improvement
Process Process Plan
Manageable Metric’s From How We Predictable Where We How and Get There!
Steps Customer’s Are Doing Performance Are Going Why We Will
Perspective and Why Get There
and to Manage
the Process
. = ) ) )
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If You Establish A Process ...
Others Can Follow

“Do not follow where the path
may lead. Go instead where
there Is no path and leave a

trail.”

-- Ralph Waldo Emerson
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QNM is about improvement and change!

Nobody likes change
but a wet baby!

Sir John Harvey Jones

CEO
ICI Corporation
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QNM is about improvement and change!

You can either
change through
people or processes!

John Vinyard

(The Guy You Are
Currently Listening To)

GENITECT |




QNM is about improvement and change!

. Change Change
Characteristic of Through Through
the Change People Processes
Speed Slow Faster
Errors Many Fewer
Repeatability Little Strong
Integration Little Strong
Changeability Slow Fast

GENITECT |
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Next Steps

1.Define your Enterprise Systems Model

2.Name your Processes Under Each
System

3.Give Each Process (and system) an
owner

4.Teach the owner how to improve the
process

.Hold them accountable for process
Improvement

GENITECT |




The Bridge

Author Unknown

- An old man going a lone highway; Came in the evening cold and gray;

To a chasm vast, both deep and wide;

The old man crossed in the twilight dim’ The swollen stream was as naught to him;
But he stopped when safe on the farther side; and built a bridge to span the tide.

“Old man,” said a fellow pilgrim near; “You are wasting your strength in labor here;
Your journey will end with the closing day; You never again will pass this way.
: l You’ve crossed the chasm deep and wide. Why build this bridge at eventide?”

The laborer lifted his old gray head. “Good friend, in the path | have come,” he said,
“There follows after me today; A youth whose feet must pass this way.
This chasm which has been naught to me; To that young man may pitfall be.

; He, too, must cross in the twilight dim; Good friend, | am building this bridge for him.”

Processes Are Your Bridges

@EM’MCT © 0 Ryan Vinyard’s Eagle Scout Court of Honor




_namn

GENITECT |

< YOU




