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PRES About TPSI

(3] Solutions for Individuals

[3] Solutions for Businesses

Total Performance B3] Certification

Scorecard ¥

The ﬂatu [‘al The Total Perfarmance Scorecard® concept and principles are all about
] improving the performance of organizations, public and private, small and
nex’[ Step in large. Improving the performance threugh an increase of productivity and a
managemen!  gecrease of absenteeism and error as well as recognition of the individual

evo UtiOn and corporate roles and responsibilities in society.
Read on bk
B Certification Program EJ Code of Ethics EJ Standards
TPS certification confirms the The TPS Code of Ethics iz based | These standards are intended to
profezzional management qualtiez | on the following =ix principles promote ethical practice in the
of the cerified company, that the (zee alzo ISPl Performance profession of total performance
company achieves high Standards): Add Value technology en reflect the TPSI
productivity and efficiency quotes | Validated Practice core values:
with low error rates. Collaboration Focus on results
Read on k Read on ¢ Read on ¢

Subscribe for Newsletter
E-mail:

TPS BOOKS Seminars
TPS books confirms the
professional management = The most outstanding paper for Training and Mamt

qualities of the certified Development Methods
Select a Partner company, where structure = This article has been published in the journal
and culture confirm that Training and  Management

g Partners of TPS + the...

Maore books on TPS # Read on bk

® 2005« right Total Performancs

TPS International Inc. — California-based international strategy,
performance and organizational development consultancy
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Linking the Balanced Scorecard to
Operational & Corporate Strategy

/ The True Value of HR & Balanced Scorecards \

“This session shows how change initiatives gain order-of-
magnitude improvement in operational results when deployed in

the context of an organizational scorecard that is aligned with

the individual employee’s own scorecard.”

. /
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Agenda

1. The Business Context...... a value-driven customer
strategy is a prerequisite for successful service delivery

2. Employee Culture Change.... is the key to sustained
organizational performance, by aligning personal and
organization scorecards

3. Looking for Results.... makes the difference
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1. The Business Context
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What if: You Were The Chief Marketing
Officer (instead of VP of HR) ....

You need to increase Customer Relationship profitability:
— Deepen current relationships — volume, value, frequency, referrals
— Win-Back important customers

— Acquire new relationships

How are you going to:
— Drive cost out of customer facing activities

— Move interactions to lower cost channels

Without impacting top-growth or losing any profitable customers?
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Adjusting HR to the New Market Reality

m C Total Performance

Market Realities

\

Time constraints I > Seek low price/high value
SR Proliferation of choices Be less loyall
Global purchasing reach Live in real-time

Information overload

Transaction accessibility /

]
[ ]

Customer experience/value

Disruptive change \ Productized services

Brand extension gridlock Servicized products
Vendors "

Global competition Differentiated service

Loss of pricing power llﬂ[j> Branding and trust

Performance culture

“Sustaining profitable customer relationships requires real leadership”, Bob Angel, Ivey Business Journal, November-December 2004

Performance pressure /
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Technology
driven: Sales
& marketing
automation,
web tools

Superficial
business
cases

Result: poor
understanding
of customers’
& employees’

individual
needs
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Q Scorecard™
TPS

Objectives Driven Performance

o 1. Segmelt 2. R’
Marketin Existi

Market
Campaign Product &
Service
7. @ Corpor » I@
Plan, set Departmental into
goals Objectives Market
6. Rewarys 3. QQ meet B
punish push t Goals
meet
num bers Source: CRMA

Silos, internally-focused, customers frustrated
11
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Customer
strategies
supported by
tangible
business
case

Employee
culture
change

required to

move
organization
from MBO
mindset

Customer-Centric Performance ( s

Source: CRMA

Total Performance
Scorecard™

Outside-in relationships, enterprise-wide, teams, adaptive
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Service Performance
“ Call center efficiency: * Customer & household V/LTV
QE’ * Calls per agent « Channel effectiveness
S * Average holding time « Time to market
g + Time to completion * Pricing power/share of wallet
QO - Cost per contact, per center * Incremental/overall ROI
* Agent retention/turnover ratios
* Abandonment rates
* Actual time in activity P
<

Traditional product metrics: » Customer satisfaction
ol Revenue increases - TQM
% ; COSFS * Competency & Talent
e * Profit
Q. » Cash flow

Cost Quality
Metrics & measurement needs to be followed by
Action
14
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{PRES! Organizational Culture Shift e
Required

Organizations must shift from: To:
* Marketing communiques —> customer dialog
« Data silos —> enterprise-wide customer knowledge
« Aggregated view - granular view
» Customer value -> value for the customer

* Integration management -> performance management

15
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:PRES! 2. Employee Culture Change
through Balanced Scorecard

Linkage

16
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Mental absence = being physically present but not focused on the job

« Employees indicate that 20-50% of their capacity is not

used

« 25% mental absence — annual costs of least US$3

million per 100 employees

* 60-80% of absences caused by loss of motivation, not

an illness

- TPS Research in the Netherlands, 2003-4

17
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Canadian workers feel neglected

« 43% rate their company as a good place to work
«  24% believe excellent performance is rewarded

*  52% have been given the training they need to properly perform
their jobs

- Watson Wyatt's WorkCanada 2004/2005 survey

18
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Innovation and Employee Performance "

ormance Critical Success Fac

Performance Vision
Linkage and alignment of goals
dership development

ent and retention planning

Ongoing support for performance culture

Prerequisites for Future Growth

19
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Linking Organizational and
Personal Goals

Personal Scorecard

Organjzational

Shared
Goal: Sustained Tbitions &
High
Performance o
Human Developing
Culture Capital Learning Capital

N/

Organization
Capital

Learning & Growth
Business Strategy

20
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a High Performance Culture

Total Performance
Culture Change

Emphasis 2. Learnin
Cycle

3. TQM

4. Performance &
Competency
Management

5. 0BSC

Fully integrated high performance environment to close the performance gap

21
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Balancing the Scorecards

Personal Balanced Scorecard Corporate Balanced Scorecard

1 Business Unit Scorecard
(PR +— (7B
@ A e "

Team Scorecard

Individual Performance Plan

Job-oriented Competencies

“The Missing Link” “The Missing Link”

Concordance between Personal Concordance between Personal Ambition
Ambition (PA) and Personal Behavior (PA) and Shared Ambition (SA)
(PB)

22
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Personal Mission and Vision

Financial | [l Customer

Perspective Personal Critical Success Factors Perspective
I

||
\4

Personal Objectives
i) [

1 \ 2
Personal Performance Measures
and Targets
[ 1

- \4
Personal Improvement Actions

A l
Organizational Mission and Vision

Organizational Organizational Critical Succesg

Organizational Objectives

ersonal BSC

Knowledge & Learning Or?\;clmizational I:Ie_:'_form:mce
Perspective 2 easures and largets
Organizational Improvement
Actions

- 23

Internal Perspective
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ORGANIZATIONAL
BALANCED SCORECARD

Organizational Mission

Organizational Vision

Organizational Critical
Success Factors

Organizational Objectives

Organizational Performance
Measures and Targets

Organizational Improvement
Actions

TPS

WHY DO WE EXIST?

WHERE ARE WE GOING TOGETHER?

WHICH FACTORS MAKE US UNIQUE?

WHAT RESULTS DO WE WANT?

HOW CAN WE MEASURE THE RESULTS?

HOW DO WE WANT TO ACHIEVE THE RESULTS?

05
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. . ?
Personal Mission WHO AM I

Personal Vision WHERE AM | GOING?

Personal Critical Success

Factors WHICH FACTORS MAKE ME UNIQUE?

Personal Objectives WHICH PERSONAL RESULTS DO | WANT TO ACHIEVE?

Personal Performance

Measures and Targets HOW CAN | MEASURE MY PERSONAL RESULTS?

Personal Improvement
Actions HOW DO | WANT TO ACHIEVE THE RESULTS? 07

Performance 2005
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éli{'f;;'l_ The Larger the Intersection Area, Q TPS
the Better

Personal ambition Shared ambition

e Sense of direction

e Inner Involvement

e Motivation

e Empowerment

e Proactivity

e Responsibility/commitment
® Trust

\_ /
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* Personal and Organizational

- Actionable targets,
measurable metrics

Personal
Critical

* Five phases:

Personal

Objectives 1. Formulating

Communicating & linking

Personal 2

Performance 3. Improving
Measure

4

Personal Developing

Targets 5. Reviewing & Learning

&
Personal Balanced Scorecard Improvement * Align personal ambition with

example Actions personal behavior

« Align personal ambition with
organizational ambition

30
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glederated \ o
:PRE FORMULATING |
Flnanmal Perspectlve Customer Perspectlve
/ BALANCED \
[Knowledge & Learning Perspectlve nternal Perspectlve

5. REVIEWING
2. COMMUNICATING
& &

LEARNING LINKING

~,

4. DEVELOPING
Ambition

meeting

Progression
meeting

31
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3. Looking for Results

39
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Organization Culture Diagnostic
* Process oriented * Result oriented
« Job-oriented « Personal-oriented
* Professionally linked * Organizationally linked
« Closed « Open
« Tight Control - Easy Control
* Normative  Pragmatic

Service department diagnostic:
* Poor team approach and shared learning

« CEO’s leadership style neglects personal - tight control stifles creativity and

improvement
* Internal processes do not support staff and customers

* Poor financial performance, customer dissatisfaction

41
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Case Study - Distribution

« Senior management personal score cards

« Performance plans aligned to organizational score

card
« Group decision making sessions

« Coaching and competency skills addressed (talent

management)
« Risk analysis of security enhancement project

* Next step: improvement plans for departments and

individuals

42



Human Capital

Infrastructure

Culture

A more energized Leadership Team because of:

Total Performance

lsqeraed Expected TPS Outcomes K e

Knowledge
Process

Source: SAS Five Steps to Evolving into
an Intelligent, High-Performance
Enterprise (The Information Evolution
Model)

— Clearer executive sense of direction transmitted to managers

— Aligning executives and managers through developing PBSCs and sharing

ambition

— Linkage of individual to shared ambition and IPP

— Improved coaching ability in Leadership Team

» Clarity of vision, objectives, sustainable culture, etc.

« Sustained measurable changes in key metrics, including in down-line managers

Confidential © TPSI November 2005
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Potential: Towards a Learning
Organization

- Typical benefits over time:

> 50% higher employee satisfaction

> 20% higher usage of people’s capacity & labour pro
> 20% higher customer satisfaction
- Working smarter instead of working harder

* Improved motivation, enjoyment and inner commitment

Source: TPS Research in the Netherlands, 2003-4

44
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Any Questions?

b.angel@tps-international.com
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