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m Strategic Management m Introduction to BSC
» Strategic Planning » What is a BSC?
» Deming Loop: PDCA » Nine steps to success
» Creating Alignment = Mission, Vision & Values
» Factors affecting the = Strategic Themes
Strategy = Strategic Objectives & KPIs

m Change Management » Strategic Initiatives

» Four stages of change = Cascading

= A framework brings d
discipline
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Strategic Management

®m a messy process requiring hard work and dedication from
most people in the organization.

m A systems approach to identifying and making the necessary
changes and measuring the organization’s performance as it
moves towards its vision.

m A management system that links strategic planning and
decision making with the day-to-day business of operational
management.
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Strategic Management

m Requires senior leaders of the organization to set its strategic
direction.

m Is a process by which guiding members of an organization
envision its future and develop the necessary procedures
and operations to achieve that future.

m [s the prelude (introduction) of strategic management.

m [s insufficient if not followed by the deployment and
implementation of the plan, the evaluation of the plan in

action and its continual improvement. i &% & 4 ﬂ
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Strategic Management

Creating Alignment

Vision
Planning

Reality
Operations

Disconnected Aligned
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Strategic Management

m The degree of commitment (Senior leaders, BSC champion
and facilitators and QM department).

m Level of Quality Management knowledge among senior
leaders.

m Level of employee involvement in plan completion.
m Deployment methodology.

m Organization’s readiness for change.

MAKE THE JUMP.
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Change Management

m Senior leaders and managers must be prepared to answer
questions and face skepticism and challenges.

m Employees will realize that implementation of the strategic
plan means that real change will take place.

m The old work must still be done while new work processes,

methods... are being developed.

BEGINS WITH
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Change Management

Denial Resistance
The 4 stages
of people facing with
changes
Commitment Exploration

m Denial:

Seniors must focus on the need for change and repeatedly
provide the reasons for the change.

Awareness meetings and campaigns are imperative.

m Resistance: Seniors need to:
Listen, empathize and assist in setting priorities. X

the éhange

Explain change and its importance.
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Change Management

Denial Resistance
The 4 stages
of people facing with
changes
Commitment Exploration

= Exploration: Seniors:

must keep the effort energized and encourage people not to leap
into action before the ideas have been fully explored.

Need to focus people on what they can control and how they can
affect change.

Continually communicate progress, results, lessons
learned, new strategic initiatives...

@ Commitment:

Strategic Management Change Management Introduction to BSC
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Where we are /

Where we want to be

m To improve performance we must:
» Define customer needs
» Integrate customer-facing processes efficiently
» Prioritize projects and programs
» Improve communication (internally and externally)

» Align strategy with day-to-day operations.
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Introduction to BSC

m A strategic management system for establishing and
communicating an organization’s vision, mission and strategy
to stakeholders and employees and for aligning day-to-day
work to the strategy.

m [t provides a disciplined framework for planning and
measuring strateqgy, as viewed from different dimensions or
perspectives of organizational performance.

m [t uses performance measures to monitor progress, provide
guidance in budgeting and better inform strategic decision

TLAMWORK
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Introduction to BSC

A strategic management system A performance measurement
dashboard

A journey A project

Strategic and operational Operational

A change initiative Business as usual

Balancing non-financial, efficiency, Putting existing metrics into 4

infrastructure and financial views of perspectives

performance

Increased accountability Tighter individual control

Aligning vision with operations A QM or Six sigma initiative

Strategic Management Change Management Introduction to BSC



Introduction to BSC

BALANCED SCORECAR
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Introduction to BSC
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Strategic Initiatives
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Mission
Vision

Customer Values & Needs
Enablers Challenges/Pains

—
Strateqgic Results

Perspectives
Customer/
Stakeholder

Internal
Processes

Capacity
Building
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( Engaged Leadership :* Interactive Communications ]

High-Performance Organization = Shared Vision + Bold, Well-executed Strategy
+ Interactive Communications + Efficient Processes + Motivated Staff
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m Aﬂm

Mission
“Creating from space a lifestyle, focusing on a sustainable development
to meet present and future needs relying on creativity,
comprehensive solutions, professionalism and commitment to quality”

Vision

“Seeking to be a leading sustainable architectural firm,
onesty\_ enriching cities around the world with state-of-the-art design and technology” Social
& Integrity esponsibili
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Strategic Themes
BD Strategy
Strategic Result:
A worldwide reputation with diversified projects

Operational Excellence
Strategic Result:

Enhanced operations, increased
productivity and optimized quality
Client Satisfaction
Strategic Result:

Improved communication, trust and loyalty

Sustainability

Strategic Result:

Continuity of the firm
and sustainable projects

Creativity
Strategic Result:
A competitive and healthy creative
environment with latest trends

Strategic Management Change Management Introduction to BSC
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Strategic Objectives and Measures

Corporate Strategy Map Strategic Objectives with Performance Measures

OB1: Improve money collection 2.4. Direct operating cost to operating mcome
25. cost

1.1. % of receivables fees to direct
1.2. Aged accounts receivables
8 % OB3: Maximize cost effectiveness
ey 1.3. Average collection period
OB1. Im| rove O&B 2. Improve OB3. Maximize 14. Doubt?ul accounts 3.1. Actual cost vs planned budget (CPI -SPI)
money co lection maximize cost effectiveness 3.2. Ratio of total cost vs. gross income per project

0B2: Improve & maximize profitability 3.3. Average cost per drawing per project per type
29 Proﬁtalgility ratio ) 3.4. Average cost per BUA per project per type

2.2. Operating profit margin 3.5. Number of hours per drawing per project per type
2.3. General & administrative expenses to total income 3.6. Overhead ratio (Unproductive cost)

profitability

0B4: Improve customer satisfaction 0B6: Promote Erga as a creative Address Signature
4.1. Customer satisfaction index (CSI) per type of clients 6.1. Ratio of creative pvo]ects (eonoem)
4.2. Number of claims 6.2. Projects with

0BS5: Retain and expand customer base OB7: Promote green culture

proj per year

OB6. Promote

OB4. Improve . 5
5.1. Number of new clients acquired 7.1. Ratio of GA accredited architect and engineers

customer aE r::ss s?en%?e OB7. Promote 5.2. Number of new projects acquired from existing clients 7. of i (not ily certified) projects
satisfaction g green culture 5.3. Percentage of potential clients not won Percentage of green oriented products applied

5.4. Percentage of potential clients not won from existing customer - EDL electrical consumption in Erga
55.P of erga budget for Erga's image 7. 5 Generator electrical consumption in Erga
7.6. Water consumption in Erga

OB9 Ba:e wth of foll rs.nks OB"»:A i ::“ml
J 8.1. Growth of followers/likers 11.1. Meetings effectiveness
OBaxtlmpr?ve Increase . 0OB10. Increase 8.2. Growth of web visitors 11.2. Presentations' attendance
mr:m:r:rcaatlon P/g meaStfg' es In f (r;r% nty nth 83, : ibltions; felre 8 socic] et 0B12: the project life
pro uct realisation periol syas’tgr.;ll e 84. with 12.1. Percentage of change in original concept during design process
0B9: in product 12.2.F of change during construction
9.1. Number of NCs per category (design and execution) 12.3. Number of creative first time solutions

o

9.2. # of NCs per subconsultant
9.3. Cost of penalties due to errors

OB1 1t Implrove OB12. safeguard 9.4. Abortive work
internal oreaﬂvity throughout 0B10: quality and p in the system
communication ect life 10.1. Auditing performance

Internal Processes

10.2. Timely closing of audits
10.3.Timely closing of P/CARs

0B13: Reduce staff turnover 16.4. External training attendance
13.1. Turnover ratio 16.5. Exam score indices
13.2. Key position turnover 16.6. Staff training hours

0OB13. Reduce OB15. Improve 13.3. Stability index
staff turnover OB14. {mprove staff efﬁc.pency y 0B17: work
employee OB14: Improve employee satisfaction 17.1. Phys»cal WE rating
satisfaction 14.1. Absenteism 17.2. Percentage completion of projects

14.2. Employee satisfaction index 0B18: Improve resources and tools (Technical WE)
OB15: Improve staff efficiency 18.1. Software update deployment
15.1. Global productivity 18.2. Down time per category
15.2. Staff appraisal efficiency measure 18.3. Software time saver index

OB17. Improve OB18. |mprove 15.3. 1 ion ratio of impt ies by staff b 18.4. Hardware time saver index

OB16. Improve
technical

echnical 18.5. Disaster recovery index
competency level

technical resources
& tools

0B16: Improve technical competency level (skills)
16.1. Staff appraisal competency measure

16.2. Training plan effectiveness

16.3. Internal training attendance

physical work
environment
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Introduction to BSC

1. Software Apps' Improvement (10)  10.
2. Budgeting System Setup (2) 11.
3. Career Path Setup (1) 12.

4. Collection Process Improvement 1.

3)

5. Corporate Social Responsibility 14.

(2)
6. Customer Base Expansion (5) 15
7. Customer Contract Approach (2) 16
8. Customer Relationship (3) 17

9. Data Management (4) 18

Strategic Management

Change Management

Pl‘qﬂ

Deployment of green culture (4)
Design Process Review (3)
Disaster Recovery Plan (1)

Employee Retention Scheme
Program (1)

Employee Satisfaction
Monitoring (2)

. Erga Academy (16)

. Erga Intranet (4)

. Erga Visual Library (1)
. Erga Website (1)

Introduction to BSC



Introduction to BSC

19. Expenditures' Control (1)
20. Hardware Management (4)

21. Information Security
Management (2)

22. Internal Communication

Policy (3) 31.

23. Knowledge Base System (2)

32.

24. Management System Setup

(ISO) (13)
Marketing (6)

34.

. Meetings' Effectiveness (4)

35.

. New Erga Headquarters (1)

Strategic Management

28.

29.

30.

33.

Change Management

Pl‘qﬂ

PMC Deployment (2)

Recruitment Process
Improvement (2)

Re-structuring: Organizational
Chart & Job Descriptions (2)

Rewards and Recognition
Program (2)

Software Management (2)

Staff Competency Enhancement

4)
Staff Productivity (4)

Work Environment Enhancement

Introduction to BSC
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erga Balanced Scorecard s 1455

“Creating from space a lifestyle, focusing on a sustainable development to meet present and future needs
lying professionalism and commitment to quality”

creativity, comprehensive solutions, pro

Strategc Resut Stategc Resur Srategic Resut Sratege Reaut
E P proved communication, trust and loyalty Continuity of the firm A competitive and healthy creative
| productivity and optimized quality and sustainable projects environment with latest trends

Strategic Objectives with M Strategic Initiatives Groups

OB1: improve money collection
11 %ol

2.4 Direct operating st 10 operating ncome
25 SubconsuRant 18es 10 GeC! ODeratng COs!

OB3 Maximize cost effectiveness

1G1: Aspicaons’ Improvement
G2 Buagenng System Setun

1G3: Career Path Setis

1G4 Collection Process Improvement

33 Average cost per crawng per r0Rct per type Corporate Social Responstiity
3.4 Average cos: per BUA per project per o

22 Operating proft margin
23 General & administrative expenses 10 total income

084: improve customer satistaction :
4.1. Customer satisfaction index (CSI) pat type of clients [t ]
4.2 Number of claims. 62 Projects 1G10: Deploymant of green culture

acquired
5.2. Number of new projects acquired from existing chents

5.2 Percentage of potental clents not won A age > 1G13: Empioyee Retention Scheme Program
o SEins boes g "o 1616 € Satstacton
5.5 Parcentage of erga budget allocated for Erga's image 7.5, Generator electricas consumpeion i Erga mployes Manoring

n Erga 1G15: Erga Acaderny

616
1617: Erga Visual Lbrary

etloctveness
! na 1G18: Erga Webste
83 Atiended seminars, exhibions, fars & 0B12: Sefeu the project e K319: Expenditures’ Contro!
:‘.""‘“'“ e Wi subconstarts 125 Porcentage ! Change i OrGINa: CONCERt Auring SRSQN DOCESS 1320 Hardware Management
3 122 Peecantage of cHaNge during construction Intormaton Securty Management
9.1 Number of NCs per category (design and execution) 12.3 Number of creative hest time solutions o
9.2 # of NCs per subconsultant K322 internal Communicaton Poicy
9.3 Cost of penalties due 10 #rors 1623 Knowledge Base Syssem
9.4, Abortive work
Management System Setup [
0B10: Increase quality and performance in the system o 0s0)
10.1. Auditing performance Ki25: Manetng
102 Yimwly closing of audits 1626 Meatings’ Effectveness
103 Timely closing of PICARs 1G27: New Erga Headquanees
1628 PMC
0813: Reduce statf turnover 164 External traning atlendance
13.1. Tumover ratio 16,5, Exam score ncces JORE: Racriimant Pracass iprovement
132 Key postion tumover 16.6. Statt waining hours 1G30: Re g Chant s
13.2. Stabaty indlex 16.7. Trainea sta¥ parcentage 1G21 Rewaras anc Fecognaon Program
0814: Improve employee satistaction 0B17: improve physical work snvironment Sofwar
14.1, ADsentism 17.1. Physical WE ratng oR 6 Managerment
142 Employee satistaction index 172 Parcentage completon of projects. 1G3Y Star Competency Entrancement
OB15: Improve staff efficlency OB18: Improve resources and 1ools (Technical WE) 1G34: Statt Productnaty
15.1. Global productivity 181 Software update deployment 1335 Work Environment Esnancement
15.2. Sta¥ appraisal efficency measure 18.2. Down tme per category
153, implementation ratio of improved technologies Dy staff members 183 Sofware me saver ndex
\echnical Jovel (skilis) 18.4. Hardware time saver inoex
16 1. Staf apprasal competency measure ::: m:‘"“"""
16.2. Training plan effectveness. e ""“"'m“"“
16.3. intemal training attencance EpUKeaposse
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Starting| Date Impact| Obj Act1on HChE Respgns1b1e To be
Initiative Start (Section, or :
Date Due Own Total [Own. . reviewed
Description Function)

, Find a suitable location OI-API' 15'AP1"
for the sample room

Prepare a study 10-Apr- 30-Apr-

2 (Equipment, tools and CAO
14 14
resources needed)
3 Purchase needed items Zs-ﬁpr- 30_1]:1111_ OL
Create a Provide needed l}uman 30-Apr- 01-Jul-
sample room 01-Apr- 01-Se 4 resources (Recruitment 14 14 HR Quarterl
I\FElsi for customers 1 4p 14 P~ cas0 8 RGG /Transfer) Y
A ER I o Identification of the 15-Apr- 30-Jun-
5 . OL
room, location and assets 14 14
6 Dowploa:d needed 30-Jun- Ol-Jul- IT + SD
applications 14 14
Train new library keeper 01-Jul- 08-Jul-
T (Visual Library, P, ...) 14 14  Academy
Arrange samples in thelr 08Jul- Ol-Sep- Library
8 places and log them in
14 14 keeper
the system
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Strategy Map / Targets Initiatives
Ohjectives

Customer, .
_ T me,) Top Level (Tier 1 Link
Tier 1: Organization Wide — Scorecard): Strategy
I defined in a top level
' ' oty strategy map and scorecard
Tier 2: Tier 2: Tier 2:
Departments Business Units Support Units m
DOhbjectives
VIR .
Tier 3: Teams & Individuals Flnanclalj Second Level (Tier 2

1

Scorecards): Aligned
strategy defined in business

Organizational .

Capacity and support unit scorecards

Perzonal
| Ohbjectives

Employee Level (Tier 3

——— 3 * Process

—whee
e wnﬂ""‘"‘
e l"ﬂ‘ﬁ"h wﬂ?”‘”’
ms rcha g ST _.——,'—'—' =r
L
e

e ucﬂ‘“‘ il

e AT

o TS Y
HM

Financlal

o— Scorecard): Aligned
Orgniational personal objectives defined
) e by job descriptions and

work assignments
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Introduction to BSC

* Get everyone using the same
language

* 'Connect-the-dots' between
activities and strategy &
vision

» Systematically align vision,
strategy, program, budget &
people

» Align resources with strategic
objectives

Strategic Management Change Management Introduction to BSC



Thank you

Please call us for any support




