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People Fear the unknown —
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Teleco. Global Network — Year 2000
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Key Performance Indicators 5

Order

Circuit
Capture [PiovisioningiDesign IDelivery

Sales I Order

Finance
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Customers not happy
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PARITY

Complaints

Time
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Complaints
< \82/

Cancellationsg

Time
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Circuit Provision

= On Net Services Delivered in 30 Days
= Off Net Services Delivered in 60 Days

= NO Net Services Delivered in 90 Days
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Presenter
Presentation Notes
So what did we do?>>


Circuilt Provision — November

s Off Net C

= No Net Orders taken in August (90)
>

s Only 12% of Orders Met Expectatiot—
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So what did we do?>>


Key Performance Indicators

Circuit .
Capture fProvisioningiDe sigm [Dellivery. Finance

All metrics vertical within silos
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Key Performance Indicators

Sales | Order Circuit :
Capture fProvisioningiDe sigm [Dellivery. Finance

No end to end cross functional metrics
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The Problem?
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 PARITY_
The Approach

Best of Breed paper - Muthu, Whitman & Cheraghi. Wichita State University 1999

Create
Prepare Analyse _ Implement ) Improve
Solution
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Gaining Senior Management Buy-in

Ok. Go Ahead,
Increase the
through-put.

\/

Reso?e Scope Fund.ini
d / -
Create

Prepare Analyse Implement Improve
Solution
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Assembling the team

Subject Matter Experts

- ®

Order Circuit

S Order
Sales [capture]Provisioninglbesign

Deliivery Finance

Project
Support
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First Meeting

Hello my

) Hello m
name is..... elio my

name is.....

Hello my

name is..... Hello my

name is.....
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High Level Mapping

| send the X74 Form
to Circuit Design

S~ — —
- - =
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High Level Mapping

to Circuit Design

| never see that form
| send the X74 Form
| get that formj

=
\/ \/
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High Level Mapping

[ Blah Blah Blah )

Blah Blah BI{ Blah Blah Blah Blah Blah Blah

Blah Blah Blar]

< Nobody understood
= the end-2-end
Process
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The App .m
Create
Analyse > ImpIeme} Improve>
Solution

(-

@OQQ

Who Does
What? W
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Process Levels of Detall

= Level 1 — Business Lifecycle Hierarchy Level
= Level 2 — Departmental Process Level
= Level 3 - Role Process Level

= Level 4 — Functional Dynamic Level
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Process Level 1

Level 1 — Business Lifecycle Hierarchy (WHY)
This will include:

e The high level business lifecycle

e Business goals & strategies

e Process Owners

e KPIs and Reporting at Operational / Analytical / Exception
levels
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Process Level 2

Level 2 — Operational Departmental Processes (WHERE —
Locations) this includes:

e Departmental areas where the lifecycle takes place

o Deliverables & Dependencies

e Stakeholders

o KPIs and Reporting in terms of Frequency and Distribution
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Process Level 3

Level 3 — Role Processes (WHO - DOES — WHAT — WHEN —
WHERE - in the process) this includes:

e Defined Roles (Grades / Authority etc)
o Workflow Objects

e Process Timings [inc wait time]

e Business Governance

e Data Element Definitions
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Process Level 4

Level 4 — Functional Dynamic (HOW) this includes:
e Applications used
e Systems used
e Screen shots
e Data entry with error codes
e Skills requirements of user
e Security clearance of users
e Authority to approve transactional activities
e Form ownership

31

OMG Think Tank Europe Collaboration in Action

=y



Sales

Order '
80 Capture AnaIySIS
70 Order
Provisioning Order Finance
50 Circuit delivery 55
design =

45
15

Pipeline of Orders per week

15
45 S
50 55 -
70 =
80
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Constraint Analysis

4 x Design Engineers using 2 x PCs due to an IT purchase ban
to save money

Circuit Design were getting 25 pieces of info, of which only 6
were relevant and they needed an additional 14 pieces of
Information to design a circuit

Sales bonus point was at ‘Order placed’
Sales did not always provide all the information required

Forms arrived as paper print outs and faxes so had to be re-
typed leading to typing errors
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~The Fighting Started ~
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Create
Implement Improve
Solution
o ©
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That's the way |
ﬁve done thatj was shown

What is the business todo it
justification for doing it |
like that?
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What is the business
justification for doing it

like that? I don't k”OW]

What do we
do now?
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Ready to Change?

The significant problems we face cannot
be solved at the same level of thinking
we were at when we created them

Albert Einstein
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ceMLPLZ

Update Issue In L&P
Database

Updatelreview
trigger

CCWLPLZ Whatinformation s,
‘ required

Tdentity Who Requires
& information Of The
Issues

Create New IS

Includes:

- No, Date, Owner, Faculty. S

Event Type, Link File, Category,

Issue, Actionlresolution Technical issue

Created

L&P Officers assist requester — maybe email
grsation or in

person
. e [ comipz

|

Book order request Complete P
Requestreservam
Form

[ | cowps |
Purchase Request/
reservation Received

9 cemLPLZ
Issues forwarded Option
2-ToSendallora
selection of related
issues

from a meeting to 3L&P Evalaute Request
arelevant unit

Referred to other University support divisions

[ T _comez |

TsSues Forwarded
Option 1 Send
Individual lssue

[ [ comez |

S| Allocate Job To Unit

2 Incident
management 16 | CoMLPLS
process L&P Receive Copy OF

Ghost Image
Change Monthly or as often as required.
I ghost image required before deadiine
CCMIPLZ meeting may be requested early.

Complete Ghost Image.
Change Request Form

=) 1oma o

[Z0 | cowipia
Q&P Receive Meeting
Request

4 Q&P Evaluate Request  (Licensing decision)

information 51TI0 Evaluate Request
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New ldentity

Team Named

Project Named
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Collaboration in Action
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New ldentity

Team Named

Project Named
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Meeting OuR customerS Expectations
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Project Named Ma@mR&E

Implement Improve

@ OMG Think Tank Europe Collaboration in Action 0000
o0 ©



45

OMG Think Tank Europe

Collaboration in Action

o @
o0 ©



Solution B

= Operational.
e A PC for each of the Circuit Design Engineers

e Access to the Order Capture application to ‘copy & paste’ order info direct
into Circuit Design application

e Order form and applications had extra fields added

e Technical Support Person appointed to the Sales team when the forms
needed filling out

s Cultural

e The team ‘Owned’ the solution because they created it
e Sales bonus point moved to ‘Delivery’ instead of ‘Order
e Incentives changed to reflect end-to-end process

e Change Champions from Order Capture & Sales volunteered to collect the
additional information

Implement Improve
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Presenter
Presentation Notes
So the Parity approach moves onto Implementation.

A PC each meant better productivity.

Cut & paste removed the typo’s and saved time.

Tech Support to Sales meant that at the 70% funnel point techie was talking to techie so the correct info was collected.

The order form had more fields and mandatory ones that meant the form wouldn’t close unless they were filled in.



So what was the impact>>
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The Plan e T A

- @ e — ———————
Lets Go...... ] @ Lo

people
Improve
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Selling the plan

This is what
We have to
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Selling the plan
= \VVhat's In it
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Selling the plan
The Comj What's in 1t
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Selling the plan

" So we have to
change
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Selling the plan

Blah Blah Bla

=~ & :

A

Blah Blah Bla
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* Selling th ‘

eplan
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Improve
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The plan

Sales
Order
80  Capture
7QOrder Circuit
PfOVlSlonlng design Order Finance
50 delivery 5§
45
15
Pipeline — orders per week —»>
15
45

70
80
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The plan

Sales
Order ineli
80  Cnoure Pipeline >
70(F_3rde_r . Circuit
rovisioning design Order Finance
50 5§ delivery B§
45
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The plan  @GZXIEED

Pipeline >
Order  Order Circuit
Sales Capture Provisioning design Order Finance

/GN 50 5A5 delivery 5§
60
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4222222%2257/ 45
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Enterprise Architecture changes

= Some Process changes
= Some Applications changes
= No System changes

= Major changes in Culture
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Results of Culture Change

= More time spent on creating ‘Solutions’ than whose ‘Fault’ it was.

= The project was on time and to budget because problems found
In the ‘business as usual’ processes kept ‘out of scope’ and
became the next phase of the programme

= On time deliveries for all three services {30-60-90 days) went
from 12% to 60% ‘Meeting Expectations’ within three months of
Implementing the changes

s Sales started to see an increase in follow on sales because the
company was meeting the expectations they had set.

= Major cultural issues addressed

Improve

@ Collaboration in Action o @
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So the Parity approach moves onto Implementation.

A PC each meant better productivity.

Cut & paste removed the typo’s and saved time.

Tech Support to Sales meant that at the 70% funnel point techie was talking to techie so the correct info was collected.

The order form had more fields and mandatory ones that meant the form wouldn’t close unless they were filled in.



So what was the impact>>


Cul
ultural Issues to be addressed

the end-to-end process

" ding of
cschanged

ts, metri

A dlﬂlll.'ﬂ AN N ANnaA e -
S ort culture focused on collaborative ‘Solutions’ to

0 upp
customers complaints rather than blame
—

= | Continual Improvement made staff less fearful of
change. So resistance 10 change decreased
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Conclusion

They had moved from a ‘Blame Culture’
To a ‘Support Culture’
Through ‘Collaboration’

So can we complete our ‘Approach’

Improve
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The Approach
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Questions
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