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OBJECTIVES

At the end of the program, the participants will be able to :

• Define the concept of Business Excellence Model

• Identify the organizational performance gap through the BE Criteria
Assessment

• Develop an action plan to continuously improve organizational
performance based on the BE Criteria

• Implement alternative solution toward performance improvement

• Measure results of organizational performance improvement



TIME / DAY DAY  1 DAY 2

9.00 A.M. – 10.30 A.M. MODULE : Introduction to 

Business Excellence

MODULE : Organizational 

Improvement Through Criteria 1 

To 7

10.30 A.M. – 11.00 A.M. TEA BREAK TEA BREAK

11.00 A.M. – 1.00 P.M MODULE : BE – Criteria 

Assessment

MODULE : Organizational 

Improvement Through Criteria 1 

To 7

1.00 P.M LUNCH & END OF SESSION LUNCH & END OF SESSION

PROGRAM SCHEDULE



COURSE CONTENTS

Module 1 : Introduction to Business Excellence

- Setting the framework for Business Excellence

- Malaysian Business Excellence Framework

- Seven Criteria of MBEF

- MBEF ‘s Guiding Principles

Module 2 : BE – Criteria Assessment

- Business Excellence Journey

- Organizational Overview

- Business Excellence Criteria

- Scoring System

Module 3 : Organizational Improvement Through Leadership

- Visionary & Promote Innovation

- Governance and Community Support



Module 4 : Organizational Improvement Through Planning

- Strategy Development

- Strategy Deployment

Module 5 : Organizational Improvement Through Information

- Information Management

- Knowledge Management

Module 6 : Organizational Improvement Through Customer

- Customer Needs and Expectation

- Customer Engagement

Module 7 : Organizational Improvement Through People

- Workforce Management

- Workforce Engagement

Module 8 : Organizational Improvement Through Process

- Process Management

- Supply Network Management

Module 9 : Measuring Organizational Performance

- Leadership Result

- Workforce Result

- Process Result

- Customer Result

- Financial and Market
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GETS MESRA
Greeting

- _______________

Eye Contact
– _______________

ThankYou
- _______________

Smile
-_______________



TIGE..



Module 1 : Introduction to Business Excellence

- Setting the framework for Business Excellence

- Malaysian Business Excellence Framework

- Seven Criteria of MBEF

- MBEF ‘s Guiding Principles
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83 countries 
96 award administrators

Worldwide Adoption of Business Excellence(BE)
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Baldrige Criteria for 
Performance Excellence

Australia Business 
Excellence Framework

EFQM Excellence Model

STRA
TEGY

ORGANIZA
TIONAL

CAPABILIT
IES

Mexico Excellence 
Framework

Singapore Business 
Excellence Framework

Malaysia Business 
Excellence Framework

Ibero-American Model of 
Excellence in Management

Japan Management 
Excellence Model

Brazil Management 
Excellence Model 

India Business 
Excellence 
Model

China Framework of Performance  
Excellence Model 

5

GEM Council & BE Framework

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiFreLS6KnMAhWSJI4KHa5LBawQjRwIBw&url=http://www.spring.gov.sg/Building-Trust/Business-Excellence/Pages/business-excellence-overview.aspx&bvm=bv.119745492,d.c2E&psig=AFQjCNF4VfQ2yxww62ZMf16Kjm7lEEenMw&ust=1461674671238556
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MALAYSIA : BUSINESS EXCELLENCE MODEL
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Module 2 : BE – Criteria Assessment

- Business Excellence Journey

- Organizational Overview

- Business Excellence Criteria

- Scoring System



O O O

O O O

O O O 

Exercise
Connect the nine points below with 

four straight lines without lifting 

your pen or pencil from the paper.

Lifted from Jlapitan’s presentation













BUSINESS EXCELLENCE CRITERIA

















ASSESSMENT AND SCORING SYSTEM



ASSESSMENT AND SCORING SYSTEM











B A

DC

EXERCISE :
4 SQUARES The figure shows 4 squares.

One fourth of square A,B,C is
shaded.

Your Task :-

• Divide the unshaded
portion of “A” into TWO
equal and identical parts.

• Divide unshaded portion of
“B” into THREE equal and
identical parts.

• Divide unshaded portion of
“C” into FOUR equal and
identical parts. (Clue : The
solution is not in the form of
triangles)

• Divide “D” into SEVEN
equal and identical parts



A B

C D



A

DC

B
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DC
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A B

C D



A B

C D









1.1 Senior Leadership

- How senior leader deploy vision, mission and values – leadership system

- How senior leaders’ actions demonstrate their commitment to legal & ethical behaviour

- How senior leader communicate with and engage the entire workforce and customer 

- How do you evaluate the performance leaders

- Creating a successful organization 
- Create environment to achieve mission, organizational performance, performance leadership, 

organizational learning 
- Create a workforce culture – customer experience
- Create environment for innovation & intelligent risk taking
- Participate succession planning – develop of future organizational leaders



1.1 VISIONARY AND PROMOTE 

INNOVATION



VISION

VISION , MISSION AND VALUES









FROM TO

SHARED VISIONING

(ALIGNED ORGANIZATION)









COMMUNICATION & DEPLOYMENT









ENVIRONMENT FOR BUSINESS 
SUCCESS



Assessment of

Key Positions

Identification of

Key Talent

Assessment of

Key Talent

Generation of

Development Plans

Development

Monitoring & Review

Key

Elements

Succession Planning: Key Elements



PERSONAL LEADERSHIP & 
INVOLVEMENT



Leaders versus Managers

MANAGERS

Do things right
Status quo
Short-term

Means
Builders

Problem solving

LEADERS

Do the right thing
Change

Long-term
Ends

Architects
Inspiring & motivating
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Thinking 
Orientation 

Transactional Leadership Transformational Leadership

Leadership 
Focus

‘Solving’ & ‘Fixing’ 

Problems & Failures Centred

Expecting Results

Managing – By – Remote – Control

Content / Technical Experts

‘Building’ & ‘Shaping’

Success & Customers Centered

Delivering Results

Managing-By-Involvement

Process / Improvement Experts

Work Focus Managing Technical-Excellence

‘Maintaining’ & ‘Salvaging’

‘Gatekeeping’ & ‘Reporting’

Generating Team – Excellence

‘Innovating’ & ‘Developing’

‘Value-Adding’ & ‘Changing’

Attitudes / 
Styles

Driving Others

Dependent on Others for Output

“I Win You Lose”

Reactive

Motivating Others

Influencing Others for Results

“I Win You Win”

Proactive

Skills “I Tell You Do”

“You Listen To Me”

“Do as Much As You Can”

Abdicative

“I Guide You Perform”

“I Listen To You”

“I Appreciate Your Contributions”

Delegative



Leading Transformational 

Change

LEADING ORGANIZATIONAL TRANSFORMATION



1.2  GOVERNANCE AND 

COMMUNITY SUPPORT



GOVERNANCE

- Transparency in operations

- Selection of governance board members and disclosure policies 

- Independence and effectiveness of internal and external audit

- How do you evaluate the performance of your governance board

- How do you anticipate and address public corcern with your products and 
operations 

Societal Responsibility

- Part of the company strategy (budget allocation)

- Actively support

- Eg: “extra efforts” to support the environment, local community service

Eg. Results: Reduction in environmental impacts



GOVERNANCE SYSTEM, LEGAL & 
REGULATORY COMPLIANCE



• Standards, Policies, and Procedures

• Compliance Program Administration

• Screening and Evaluation of Employees, 
Physicians, Vendors and other Agents

• Communication, Education, and Training
on Compliance Issues

• Monitoring, Auditing, and 
Internal Reporting Systems

• Discipline for Non‐Compliance

• Investigations and Remedial Measures

Measuring Compliance Program Effectiveness



ACCOUNTABILITY FOR ORGANIZATION’S 
ACTIONS AND INDEPENDENT AUDITS



CORPORATE 
SOCIAL 

RESPONSIBILITY 
(CSR)



CSR POLICIES & 
PRACTICES

The Companies With the Best CSR Reputations







2.1 STRATEGY DEVELOPMENT

- Strategy development process
- Key process steps (SWOT)
- Term planning horizon
- Key participants
- How u collect & analyze relevant data (strategic 

challenge, risk to future success, potential blind 
spot)

- Strategic objectives 
- Balance the needs of all key stakeholder
- Setting target for all departmental level

2.1 STRATEGY DEPLOYMENT
- Action plan – long n short term vs strategic objectives
- Deploy the action plan
- Resource allocation to support the achievement of action plan (manage the risk)
- Workforce plan
- Indicator of performance measures
- Performance projection (benchmark n how close the gap) 









ACTIVITY : KOYAK KERTAS







Here is a little story...that teaches a lot about KM

A giant ship engine failed. The ship's

owners tried one expert after another, 

but none of them could figure but how

to fix the engine.

Then they brought in an old man who had 

been fixing ships since he was young. 

He carried a large bag of tools with him, 

and when he arrived, he immediately

went to work. 

He inspected the engine very carefully, 

top to bottom



Two of the ship's owners were there, watching 

this man, hoping  he would know  what to do. 

After looking things over, the old man reached

into his bag and  pulled out a small hammer. He 

gently tapped something.  Instantly, the engine 

lurched into life. He carefully put his hammer  away.

The engine was fixed! A week later, the owners 

received a bill from the old man for ten thousand dollars.

"What?!" the owners exclaimed. "He hardly did anything!" So they 

wrote to the old man a note saying, "Please send us an itemized bill.“

CAN YOU GUESS WHAT WAS THE BREAK DOWN ?





3.1 MANAGEMENT OF KNOWLEDGE

- Performance measurement
- How to use data to track daily operation
- Comparative data to support decision making
- Customer data – to support operational decision making
- How performance measurement system can respond to 

external changes

- Performance analysis

- Performance improvement
- Best practices sharing platform
- Projection for future performance 

- Organizational Knowledge
- Knowledge Management (transfer knowledge, build new 

knowledge, use innovation in planning process)

- Data, Information and Information Technology
- Data & information quality
- Data & info security
- Data & Info availability
- H/ware & s/ware properties
- Emergency availability









4.1 VOICE OF CUSTOMER
- Process for capturing customer-related information

- Customer listening
- Current customer –listening methods from diff customer group, market segment 

– customer life cycle
- Potential customers former customer, potential customer, competitors’ customer 

– info on product, support & transaction

Pizza hut vs domino



4.1 CUSTOMER ENGAGEMENT AND SATISFACTION

- Product offering and customer support
- Product vs market needs & requirements – new market, new customer, expand relationship with current 

customer

- Customer support 
- Key communication system (key customer support) with customer

- Customer Segmentation
- Determine customer group, market segment to emphasize for business growth

- Customer relationship
- Build and manage customer relationship (brand image, exceed their expectation, increase engagement
- Social media role

Complaint management – prompt action (avoid similar complaint)

Determination of customer satisfaction & engagement
- Obtain info on own product n competitor’s product

90% customer alibaba

different type of customer list

Customer list - different type of customer list

CXM.. CEM – list of processes

FORD story

Customer survey spore







Actionable Strategies to

Improve Customer Satisfaction

in 2021







HR PLANNING
- How do you recruit, hire, place and retain new employee
- Assess your workforce capability and capacity (skill, competency, certification and staffing level)
- Work accomplishment (organize and manage)
- Workforce change management (manage period of workforce growth, prepare for workforce for change)

EMPLOYEE ENGAGEMENT
- Organizational culture (empower, diverse idea)
- Determine the drivers of employee engagement
- Performance management system support (intelligent risk taking to achieve innovation)

EMPLOYEE WELL-BEING AND SATISFACTION
- How do you ensure workplace health, security and accessibility for the workforce
- How you measure performance measures for the workplace environmental

BENEFITS AND APPRAISAL SYSTEM
- Performance appraisal, reward system, recognition

facebook

LEARNING AND DEVELOPMENT 
- How does learning support the organization’s need and the personal development (core competencies, 

customer focus, transfer of knowledge, reinforce new skill and knowledge on the job)
- Evaluate the effectiveness of the learning system – improvement in employee engagement
- Manage career development for the workforce – succession planning for management and leadership 

positions 



CAPACITY & CAPABILITY





Across The Generations

Source: Baby Boomers, Gen-X and Gen-Y – How do we work together? By Training
for the Learning Company

•Live to work
•Competitive
•Hard worker
•Keen on 
success

•Believes in 
team work

•Anti-rules
•Believes in 

causes
•Loyal
•Prefers 
personal 
engagement

B
ab

y 
B

o
o

m
er

s

(1946 - 1964)(Pre 1946) (1965 - 1977) (1978 - 1994)

•Private people
•Hard workers
•Trusting
•Formal
•Authority-driven
•Believes in 
social order

•Loyal

•Enterprising
•Independent
•Creative
•Informal
•Informed
•Requires 

feedback
•Quality work-life

•Live, then work
•Fast learners
•Multi-taskers
•Confident
•Independent
•Sociable
•Thrives on 

changes
•Tech-savvy
•Financially

informed
•Believes in 

team work
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Y

“Conformist” “Enterprising”

“Citizen of The 
Universe”“Possibilities”

MANPOWER DIVERSITY



The Basic Elements
of Human Resource Planning

(5) Develop 

Action PlansCompare

(1) Forecast Labor 

Requirements

(2) Forecast Labor 

Availabilities

(4) Determine 

Gaps

MANPOWER REQUIREMENT



CAREER PROGRESSING



LEARNING AND DEVELOPMENT



WORKFORCE 
ENGAGEMENT



PERFORMANCE APPRAISAL





The procedure is actually quite simple. First you arrange things

into different groups. Of course, one pile may be sufficient

depending on how much there is to do. If you have to go

somewhere else due to lack of facilities that is the next step,

otherwise you are pretty well set. It is important not to overdo

things. That is, it is better to do too few things at once than too

many. In the short run this may not seem important but

complications can easily arise. A mistake can be expensive as

well. At first the whole procedure will seem complicated. Soon,

however, it will become just another facet of life. It is difficult to

foresee any end to the necessity for this task in the immediate

future but then one can never tell. After the procedure is

completed one arranges the materials into different groups again.

Then they can be put into their appropriate places. Eventually

they will be used once more and the whole cycle will have to be

repeated. However , this is part of life.

The Procedure





6.1 PROCESS MANAGEMENT

Product and process design
- Product and process requirement - How do you design, manage and improve key products and 

work processes
- Determine key work processes
Design concepts – how do u design product and work processes to meet requirement

Process management 

Process implementation – day to day operation that meet key process requirement
Support process –determine key support process
Product n process improvement – improve work processes to improve products and performance, 
enhance core competencies n reduce variability

Innovation management – pursue strategic opportunities that u determine intelligent risks 
(financial, other resources)



6.1 PROCESS MANAGEMENT

Process efficiency and effectiveness
- How u control the overall operation cost (cycle time, productivity)
- Prevent defects, service errors n rework
- Minimize cost of inspection
- Minimize the warranty cost

Safety and emergency preparedness
- Safety – provide a safe operating environment
- Emergency preparedness (disaster, emergency, prevention, continuity and recovery)
- How it relate with suppliers

6.2 PARTNERING SUPPLIERS
- How u manage supplier chain
- Supplier selection
- Measure n evaluate Supplier performance
- Provide feedback to supplier
- Deal with poorly performing supplier





RFID 

SYSTEM













7.4 FINANCIAL AND MARKET RESULT

- Financial performance
- current levels and trends of financial performances

- Marketplace performance
- current levels and trends marketplace performance (market share, market growth, new 

market entered, market segment)

7.4 PROCESS RESULT

Customer focused product and service results
- Levels and trends of product and services that are important to and 

directly serve customer
- Benchmarking result (competitor/similar offering)
- Results by product offering, customer group, market segment

Work process effectiveness result
- Process effectiveness and efficiency (defect rates, result of simplification 

work process)
- Emergency preparedness (OSHA)

Supply chain management results
- Level and result JIT, supplier ranking



7.3 PEOPLE RESULT

- Workforce Capability and capacity
level and trends skills and staffing level

- Workforce climate 
- Levels and trends (health, safety, benefits)

- Workforce engagement 
- Levels and trends workforce satisfaction n engagement

- Workforce development 
- Levels and trends of workforce n leader development

7.1 CUSTOMER RESULT

- Customer satisfaction
- current levels and trends customer satisfaction n dissatisfaction
- Comparison result w competitor or other organization similar product
- Result by product offering, customer group market segmentation

- Customer engagement
- current levels and trends customer engagement
- result building customer relationship
- Result compare w customer life cycle
- Result by product offering, customer group market segmentation









Manage Improvements for BE

126



Manage Improvements for BE
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Criteria Category
Importance

High, Medium, Low

For High-Importance Areas

Stretch (Strength) or Improvement 
(OFI) Goal

What Action Is Planned? By When? Who Is Responsible?

Category 5: Workforce Focus

Strength

1.

2.

OFI

1.

2.

Category 6: Operations Focus
Strength

1.

2.

OFI

1.

2.

Sample Implementation Plan for Follow up Actions
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How to sustain a Business Excellence culture?



THANK YOU AND GOOD LUCK
MAZIBAH MOHD ZIN

mazibah@gmail.com

019 2420692

mailto:mazibah@gmail.com

