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Work System and Processes

MISSION & VISION

CORPORATE STRATEGIC PARTNERSHIP MANAGEMENT INNOVATION

MANAGEMENT Qe Ty T PLANNING MANAGEMENT REVIEW MANAGEMENT
PROCESSES

INTAKE & COURSE STUDENT JOBS &
ADMISSION OESIGN & DEV ASSESSMENT UPGRADING

OUTPUT

INDUSTRY PROJECTS / SERVICES

INFORMATION ESTATE LIBRARY

SUPPORT SERVICES MANAGEMENT FINANCE SERVICES
PROCESSES

Figure 5.3 Key & Support Processes
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Business Process Management
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Systematic Processes
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THe KPI INSTITUTE

smartKPlscom

The smard dioicein Tinan (LS

VALUE FLOW / PROGRAM LOGIC ANALY SIS

Cost effectiveness

Desired
outcomes

Inputs Activities Outputs Outcomes

Efficiency = extent to which time, effort or cost are +  Effectiveness = the extent to which a

well used for the intended purpose.

Used to relay the capability of a specific application

of effort to produce a specific outcome effectively

with a minimum amount of waste, expense and
effort.

desired effect is achieved

Used to relay the capability of producing a
desired outcome, the success in achieving
a given result.

Source: Adapted from Ausfralian Nabional Audit Cffice (1398), Baffer practice principles for performance information



VALUE FLOW ANALYSIS

OBJECTIVES

Improve
customer
satisfaction with
service levels

INPUTS

/-
2 Customer

Service
representatives

$ Customer
engagement
budget

N

J

PROCESSES

p

# Time to answer
an inquiry

# Meetings with
key customer

OUTPUTS

OUTCOMES

fa
% Solved
Inquiries

% Customer

N J \

/

# New clients
from referrals

% Returning

satisfaction index | | customers
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Concept of improvement

What process

What objectives

Why improve

How to improve

Who benefit from improvement
Cost and impact
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1. &anzaniazdne — What Process and objective, and
Why improve?
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4. AnuanmIMediuisuazaviialfiiG — How to
improve?

5. dszifiunuimeudla — Cost, impact and who gets the
benefit?
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Create Robust Process for Translating Documents

DP
6/1/08

I. Background

V. Proposed Countermeasures

New domestic plant expansion has massive technical
requirements that must be translated from Japanese
documents to English. The size and complexity of the
project are creating errors and delays.

Simplify and improve process performance by choosing
one vendor based on competitive bid process.

Il, Current Conditions \/

Cost overruns, delays, and errors due to:

* Sheer volume of documents.,

* Multiple and varied vendors (pricing, quality, ease).

* Involvement of various departments and working styles.

Ill. Goals/Targets =’\/L

* Simplify and standardize the process.
* Reduce costs by 10%.

IV. Analysis ¥

* Challenge of translating from Japanese to English.

* Multiple varied vendors create a complex,
nonstandard process.

* Overall improvement can be defined by reduction in

cost overruns,

=

VI.Plan

Evaluate current vendor.
Identify new vendor candidates.
Develop bid package, distribute, and choose winning bid.

Vil. Followup

Monitor cost to proposal.
Review performance at end of one-year contract.
Put contract up for bid again if performance goals are not met.
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Success Is not just completing the assessment,

or even translating the findings into sound
improvement plans.

Success Is implementing the improvement plans
properly, in order to improve performance.
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