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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



PROGRAM SCHEDULE

=

9.00 A.M.-10.30A.M.

10.30 A.M. -11.00 A.M.

11.00 A.M.—-1.00 PM

MODULE : Introduction to
Business Excellence

TEA BREAK

MODULE : BE —Criteria
Assessment

LUNCH & END OF SESSION

MODULE : Organizational
Improvement Through Criteria 1
To7

TEA BREAK

MODULE : Organizational
Improvement Through Criteria 1
To7z

LUNCH & END OF SESSION



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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Module 1 :Introduction to Business Excellence

Setting the framework for Business Excellence
Malaysian Business Excellence Framework
Seven Criteria of MBEF

MBEF ‘s Guiding Principles



1. Business Excellence

Definition

Business Excellence (BE) is about strengthening the management

systems and processes of an organisation in a holistic and

integrated manner using the criteria of an internationally aligned

business excellence framework such as the Baldrige Framework.




1. Business Excellence

Value of the BE Framework

Used as basis for continuous improvements

Provides shared understanding of business excellence dimensions.

More specifically, it helps:
| eaders
— Deliver strategy
— Understand what is important to focus on as a leader
— Develop a culture of excellence;
Management
— Understand link between strategy and operations
— Engage employees in change
— Lead improvements
Employees
— Build common direction and goals
— Understand impact of their actions
— Contribute to improvements
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a. Business Excellence Models

(1) Baldridge Performance Excellence Framework
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Worldwide Adoption of Business Excellence(BE)
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1. Business Excellence

BE Framework comprises:

a. Business Excellence Models
Two widely used models are:

(1) Baldrige Performance Excellence Framework and
(2) EFQM Excellence Model

b. Core Values & Concepts
These underpin business excellence criteria requirements

c. Criteria Requirements
Business excellence criteria requirements are key to effective business
excellence assessments

d. Scoring System

The scoring of responses to criteria items are based on evaluation
dimensions and factors
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Malaysia Business Excellence Framework
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MALAYSIA : BUSINESS EXCELLENCE MODEL
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MBEF’s GUIDING PRINCIPLES
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Module 2 : BE — Criteria Assessment

Business Excellence Journey
Organizational Overview
Business Excellence Criteria

Scoring System



Exercise

Connect the nine points below with
four straight lines without lifting
your pen or pencil from the paper.

O O 0]
O O 0]
O O O

Lifted from Jlapitan’s presentation






Business Excellence Journey

Accreditation & Standards ﬁ
» MSQH

» IMS
755

Awards & Recognition
g » Industry Excell
» Food Safety neusTy mxcetience

Award
Innovative & Creative Circle

o »Prime Minister
»Service Category 3
. . » Lean Management
7 Excellence Dimensions Recognition

:: LEHdE:I'ShiP > TOM » Productivity Award
Planning » Malaysia Productivity

v Information & Innovation Class
v Customer

v People

v Process HOSPITAL GROWTH
v Results SERVICE QUALITY KPI
STAFF PERFORMANCE (SPAR &
KRA)
SERVICES KPI

\N. N



Malaysia Business Excellence Framework
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Whatis Organisational Overview

Organisational Overview details basic information about what & relevant and
mportant to your business. It 5 a snapshot of your organisation, key influences
on how it operates, and key challenges encountered. This information fomms
the bass for pedormance improvement e'orts.

Why Organisational Overview Important

Organisational overview enables your organsation to review its basic
information pror to undertaking the BE Joumey, and dive deep into gaps and
areas that may be taken for granted as a result of being in business for a long
time. It ako enables your organsation to seamlessly coordinate with other
nitiatives undertaken to better understand its reasons for existence.




ORGANISATIONAL OVERVIEW

08 Customers, sfakeholders ond farget market
1 Company history (when it starfed and

important achievements andmilestones] 08 Market analysis and position
02 Vision, mission, values and strengths 10 Compefifion and frends

Products ond servicesprovidedtomeetthe 11 Suppliers and parners

03
customer needs

Compefiive odvantoge  (what  sefs
04 Governance sfructure and govemaoncesystem 13 organisafion apart in the maorkefplace fo

_ succeed|
05 Legal ond regulatory requirements

13 Challenges encounterad
0 Workforce profile *

System fo improve performance including
07 Machinges, equipment andtechnologiesused 14 system fo improve work processes

including system foimprove work processes



BUSINESS EXCELLENCE CRITERIA




The Leadearship criftaenc
addresses how leaders
deveaiop and faciitai= the
achievarm=nt of aon
organsation’s vision and
misson. It also relkates o
the leader™s e orts o
daevelop values reguraed
for ong-tem sSuUCCess.
Eeciive lIeacdeaership =
crucial fo ovearal
aorgansaticonal gowth by
developing polices and
strateges thars dnve
pPaopie o acchieve iIis
objectives. Emphases =
placed on how the sencao
leaders cormrmunicate
with the employaas,
enhonce ther skills. anda
how they are involved
organsational leaming
and N developing future

leacders. The critenc
iNnclude oroantsafion
oovernance sysferm,

societal responsibities,
and support for s key
communites.

Criferia 1: LEADERSHIP (150 Points)

1 PE_

Visionary & Promotfte Innovation (90
Points)

Deascribe how senor leaderss are responsibie to:

1493

112

113

134

13sS

115

P

Deveaelop the organsafion’™s vision, misson and
valuss that foocus on alstakehoiderss. leammngand
mnmnovaton.

Communicafe the organisafion’'s vson., massion
and values to allssakeholdgers.

Creafe on envionment for busness success
cumentily andn the futurs.

INnvolve 1 successon plannimg process and
deveaelopment of future eadeaers.

Reviiaw andimprove fhe e'ectiveness ofpersonal

leadeaership anc iNnvolvermsant n meaefing
orgoanisaficonal visson, misson., values and efthics.

Lead the ogansational transfoormation C o)
meaeeaetng the neaw eaeconomic chalenge=s and
busness frends.

Govermnmance and Community Support (60
Poinis)

Describe how senior leadess are responisibie fo:

121

122

123

124

Ensure eectitive govemance sysfem, =2gal and
regulatory compance are sasesftablished and
reviewed.

Ensure accountabaty for organisatbon™s achons
aond indepaendaence m audifs.

Deaveaelop and implement Copomate Social
Responsibiity [CSR) policies and praclices for
cormumunity and environmeaent in which i§ operates

Reviiew and immprove CSR poiicies and prociices
for thhe banadst of communisty and envronmeant.



Criteria 2: STRATEGY (90 Points)

2.1

Strategy Development (45 Points)

Deascnbe how the organsafion:

211

2422

213

214

2.2 Sirategy Deployment,

Identifes sftrafegc challenges uvsng o rocbust
sfrategc plannng process takng info
considerafion raliable data and knowiledge

femployees, custormears, pariners, suppbers,
sftakeholderss and compeaetitors).
Establishes rsks managemant sysfem oand

denties strafegies to mitigate the dentified nsk.

Develops strategc plan and seais sfrategic
objecifives ftakng info consideration busness
challenges,. the need fto fransform ocrganisafion
while levemmgng on core compefencies and
compeaefitive advantageas.

Establishes shorf, medum and iong-temnm plans
and goals

Iimplemeniafion and
Review (45 Points)

Describe how the organisation:

221

222

223

224

225

Deploys and disseminates plans
sfrafeges and goal.

aligned o

Allocates resources (nancial workiorce and
other resourceas) o support the acocomplishment
of the plans.

Sets, monitors and reviews key performance
ndicators [KPis} for employeses that are inked o
sfrafeges and goal.

Meaeasures, reviews and enhances organisation’'s
peaerformance against plans.

Revews thaerreslavance of the plans with respect
to extermal changes.

The Strategy crifena
addresses the
developmeant of
organtsation’s strategc

objecfives and achton
plans. deployment of the
pilans and change of
plans § cocscumstances
regure i, as well as how
progress is measured
and sustamned.



O bhjective dacisacn
making [ ] an
organisation requires
relewvant aond accurate
dafa. SEnaor I=adars
should amn=ure that allthe
MNaEC SS50ry data e
collectad perfaining to
the core acfivities of tha

organisation, g
e articular its
parformanaoce

meas=uremmant data. Tha

I foemma ticn crifano
SXOImires hones thae
organsation M nooeEs
imfoermaticn that
imferinks all thae
funcfional aoreas of am
organisation. Ot

shiouwld b2 collected on
cusfhormer satisfaoction,

s lier parhnershi
re=salis, ermeloyes
parformance, and morkst
parformmanca. Ancother
aspect [ iy tha
arganisation creates
Enowledge, amd o
Encw ledge =

disseamina fad and used

to iImpnos e tha

ocrgamnisation s
a'aclivenass, efhsciEnocy,
and perfommoanoe.

Criteria 3: INFORMATION (90 Points)

3.1 Information Management (45 Points)

Dascribe how tThie onganisafion:

314 Sel=acts and gothes mnfomofion to support
decison making ard mproy e organisatonal

perfommoanca.

312 EBnsures dofao accuraocy, wvalidiy, reliability and

CUTET Y.
313 Uses information fo ganamote ko ledge

phkamning, d ecision meakireg,
mprosyament and innoes aticn.

3.2 Knowledge Management (45 Points)

Drascribe how thie onganisafion:

= - | ldentikas, mplemeants and sharmes best prachticas
both  imfamally and exfamaly to mprove

perfommoanca.

c B Ensures mifcomaticn

323 EBvalafas and mproves the moanaogsment of

Enoerledge tmansfer in the organisaficon.

continuous

fechnology systearms ars
raliabls, secuwured and wser-fendly o aelesant
aemployess, suppkars. partnes and custormess.



Criteria 4: CUSTOMERS (110 Points)

4.1

Customer
(50 Foimts)

Measds camnd Expe ctatiomn

Drascrile howsr the orcpoanmiisafiomnm:

4. 1.1

4.1 .2

4.1.3

4.1.4

q.2

Identifm=s Curshorre=r S rrvarkee i naads
expec tafions for preoeduct fsere e oernimgs

aarrndd

Sesk=s mmurmedicafas arnd cocfiomabs custormer
faadiback «n the gQuallty of procdoecifssrseesa
oiaErnags. cwustormer espanances and cwustormer

s ot

Establsheaes opprnopnatese methods o ocoopiors
o tornakkele iNnfcomreaieon Lm 2y | prnacdunc i seEre e
oarngs rormnm pofanteal ousfhormerns.

Inconp oo fas custormenSrmoarkst lg="=C=
expec o ftions aomnd feasdbaoack mtooustomisaotiomof
prod et fsaervice oTaerrmngs aond shoategees o anfar
e~ rmarkset,. o aofbtroct nessrs cwestorrmsr o o
expandd redateonshpes with cument cusformers.

Custormer Engagerment (&0 Poinds)

Dascrilbe o Th e onpoansafiomnm:

d_F. 1

4.3 2

4.F.3

4. 3.4

4.5

4. F .6

C=tarmmines custormer satisfoctiion, dissotisfoctecom
arnd eamgaoagperreant.

Ensuines the= me=casarserrmeri ts iF custormer
sOfisfoction., dessotsfoctomn aond angogermseant
O iurs woalabls mfoermafion for oo erre=nt,
mnoss e o rmed irmrmeadio b escoeeery

MMoOomoges relatEeonship wwith custormers o retam
cusformers amnd enhoncs bomnd meeeagess

Faomoages and enhancass custormesr s port arnd
fiin pp'ap Nl gl ada hy ol gl

Ensuines st oirmer
systarm B & asciea.s

corrmee ot rmancoagerrent

se=s o led g of custormsars., custormer  groupes.
rrecariket e s, fiormmer cusfhormers, e
potarnmtiol custormsars o dews el o meoare custormer
eEntns culbee aomd s ot daecEsion moking.

Crrganisatons thhaf g lkaos
cusformers af the cantra
of  fhar bushass mode
ars the omnes that goamer
swksfamteol custormer
sUpMpor® cornd thver omn-
poHrng atfromnoage. Thhess
OrMOgOnsEOticons Wes v O U s

[ R =T [ ] =2 L el §
cusformer [ l=1="= [ aredd
axmectaticns, aaredd

foadbaock o
produu o tfrsereic e
Eearformmancs,. s weall aos
oM pelkairts aonc

sugeEsieons. Thuis IR
armphasisas [ W g =
arnpoacparTent s oar
irmporfant foctor im oo

l=camiarmg andd pearormoare—s
el Sahegy. O s el
s dafarmminas oosicormes
arnd morksast EaguissTer s
BEuwilds redboaficrmshpes with
cusformers amnd daeterrrTes
Ther st



Criteria 5: WORKFORCE (120 Points)

The “Workforce criteria
acddresses howw an 5.1 Workforce Management (55 Points)
organisation manages,
develops, and disseminates
the knowledge and full
potential of its worlkforce
at an individual,

Describe how the organisation:

511 Identifies workforce capabilities and capacities
Nneaeds that meet organisational wision, mission,

tea “based and strategies, action lan and oals
organisation-wide lewel. 9 . P 9 :
It looks a_t ho . the 5.1.2 Assesses diversity of workforce and dewvelop
o r g a nis a+tion - . N
b . actions to address their requirements.
continuously improves
its orkforce -l:_a_pal::nlltles 51.F Rewviews workforce requirements to address
anrd capacities to - ; -
- .. organisational challenges and business trends.
support its policies and
strategles,_ and sensure 5.1.4 Manages and implements effective careeer
the effectiveness of its - .
progression for its workforce.
processes.
5.1.5 Ewvaluates, rewviews and improwvises the
effectiveness and efficiency of learmning and
dewvelopment systemrm related to workforce

engagement.

5.2 Workforce Engagement (65 Points)
Describe how the organisation:

521 Develops initiatives to promote well-being,
satisfaction and engagement.

5. 2.2 Assesses and improwves workforce well-being,
satisfaction and engagement.

5. 2.3 Establishes organisational culture that encourage
workforce engagement through involvernment inm
improvernment initiatives or teamwork activities.

5 2.4 Impleaments a performance appraisal system that
is aligned to action plans and goals.

5. 2.5 Establishes recognition and reward system based
on productivity performance.

5. 2.6 Ewvaluates and improwves performance appraisal
swsterm, recognition and rewward swysterm to
support organisational performance.




Criteria 6: PROCESS (90 Points)

6.1

Process Management (70 Points)

Describe how the orgaonsafion:

6.1.1

6.1.2

6.1.3

6.1.4

6.1.5

6.1.6

6.1.7

6.2

Determines key product
reguraements.

and work process

Incaompmomatas requirements of customers or
sfakaehoidears, new ftechnoiogy and knowledge o
risks fo consider duwring the product design o
enhancement of work processes.

Ensures the opaeration of work processes meetists
reguremenis and pearfformance ndicafors o
MEaQsUIres.

Defamnes keay support procassas and ensures
that these processas meeat busmness
reguraments.

improves work processes and sup port processes
to reduce cost, enhance eFcciency and
="activaness.

Ensure security and cybesaecunty of assefs, daio
and nformation N al busness opaemations.

Provides a safe operafting envronmenitand safety
system that address accident prevention. dsaster
and aemergency prepaoradnass, nspection and
recovery.

Supply Network
(20 Points)

Management

Descnbe how the ogaonsafion:

6.21

622

623

Icentibaes and selacts network of gualihed
sup piars/ parinars ithat fulm organiisaion’s
objectives and sfrafages.

Ensures supply-network agiity n responding fo
changsas N busness reqguirementts.

Comnwunicates ocrganisation”’s expectafions,
evaluate arnd provide parformrmaoance feedback o
sup piars/ pariness 1o help them mprove ther
paerformrmance.

Frocess design a'ects
the quality of
products/services. as
they aore al

produced/delivered
through SOMme sort of
P rocess. Theraefore, the
Process crnitena asks
organsafions fo ook mto
ther processes N order
fo suppot ther policees
and strateges and fully

satisfy and genarate
imncremen fal value for
ther customers and

other stakeholdars.



Criteria 7: RESULTS (350 Points)

Fasut=s Crtena = aob-out

wor ot an ocrgo mnisatiomn hos Leadership esult s
achieved im all areas 7.1 < R (7OFoi )
oddressadd ir it

1 1o & The followwing qQuesifions should be aonswarsed:
o S
s I | Eeyw mdicators for leaodarship parfommances detemmined .

rizx E=stablish fremnds, targef performeances and emchrmork:
rmonifored & aormabysed.

TF.2 Customer Resulk (70 Poimts)

The following qQuesifion:s should be answarsad:

s N | Imndicaotion of cusfomeans” saotsfoction ond engoaogasrmeant
determmirse-d .

- - E=stablish freamnds, torgef perfformances and emchrrmork:
rmonifored & omabysed .

.3 Process Resul (70 Poinds)
The following staotsfics arse recguined -
b, | Eey mdicaotors for procass parfommancs detaemimned.

b - E=stablisgh fremnds, taorgsef perffomrmancse ond benc o
rmonifored & aomnabysed.

7.4 Workforce Resul (70 Points)
The following shtaotsfics hould e fumshed:
g | Eeyw mndicaotors for falant perfomoanoe datermanad.

TAaZ E=stablish frends, targef performeance and ermchrrmork:
rmonifored & aomabysed .

T.5 Financial amnd Maoar ket (70 Points)
The following rasults shhouwkd bBbe presamfad:-

g | Eeyw mdicaotors for imamncial, moarkaset amnd paodduciine iy
perforrmancoe  detaemmimned.

TSZ2 E=stablish fremnds, targsef perfformeances and emchrmork:
rmonifored & aomabysed.




ASSESSMENT AND SCORING SYSTEM




ASSESSMENT AND SCORING SYSTEM

MBEF Criteria and Point Values

Crterna and Sub-—-criteria Point Walues

Leadership 150
i Wmionary & Promofe Innossoafeon =0

[ I Sorwarmar— s arndd Coarurmueniity S oo ot =

Stratesny =0
Il Stratecy Dewelopment <45

= Sirategy e bkoyrmend. ImpkEermentateon and Beviess A=

Imform atiom S0
Il Infommeafion Maomnogsrmsanit dlS

n Enowewladgs Momnogemesnt 45
Customers: 110
il Custformer Meaeds and Egpactation =

iz Cusformer Elmgoagerment S
Workforce 130
& Work o e Manaogarment 55

2 Wiork forcse BEngoogsasmmeant &5

Frocess £= 2 |
&1 Pro=—ess Monoogermsasnit S

42 Supply Mabwork Manoagemeant =20

Fesulis 350
7.1 Leadarship Easul S

F 2 Cusformer Resuli s

7.3 Prooess Rasult S

Fod Workfonc e Fesulf s

7.5 Fnanmncial aond s&Moarksast Resuol S

TOTAL




The four factors used to evaluate organisation’s practices as addressing in
Criteria 1to 6 are ADLI.

Approach (A)
refers to

Deployment (D)
refers to the
extent to which

Learning (L)
refers to the
extent to which

Integration (1)
refers to the
extent to which

Methods used to accomplish the process

Appropriateness of the methods to the criteria requirements and the
organisation’s operating environment

Effectiveness of use of the methods

The degree to which the approach is repeatable and based on reliable data
and information i.e. systematic

The approach is applied in addressing criteria requirements relevant and
important to the organisation

The approach is applied consistently

The approach is used / executed by all appropriate work units

Approaches are refined through cycles of evaluation and improvement
Breakthrough change, and innovation are encouraged

Refinements and innovations are shared with other relevant work units and
processes in the organisation

Approach is aligned with identified organisational needs in the Business
Overview and other criteria

Measures, information and improvement systems are complementary across
processes and work units

Plans, processes, results, analyses, learning and actions are harmonised across
processes and work units to support organisation-wide goals



Results refer to organisation’s outputs and outcomes as addressing in Criteria 7. The four
factors used to evaluate Results are LeTCI.

refers to current level of performance. It also refers to numerical information that
positions an organisation’s results and performance on a meaningful scale.
Levels permit evaluation relative to past performance, projections, goals and
appropriate comparisons.

Levels (L)

refers to the rate of performance improvements or sustainability of good
Trends (T) performance and the extent of deployment of performance results. A minimum
of three data points is needed to ascertain trend.

refers to performance relative to appropriate comparisons, such as comparison

: with competitors or similar organisations. It also ascertains whether the results
o1 EECLN(WI < yrpassed benchmarks, best-in-class organisations or industry leaders. It also

answers the question on how the organisation’s performance compares against
that of other organisations.

refers to the extent to which results measures address important customer,
product, market, process and action plan performance requirements identified in
CEIEWE RO the organisational overview and other criteria. The results also include valid
indicators of future performance. The results are harmonised across all
processes and functional units to support organisation wide goals.



Scoring Scale

For Criteria 1-6:
Below is the explanation on the scoring used iNn the assessment for Criteria 1-6.

Scale O:
Company «

not hawve
such initiatives

Scale 1:
Company has
starte =15
initiatives

Scale 2:
Company has
adopted BEF
with sporadic
achiewvement

Scale 3:
Company has
aligned and
adopted BEF to
major business

improvement to
all m

Scale 5:
Company has

cdemonstrated
significant

impact in their
business

Mo evidence of any systematic approach deployved in the company
Mo evidence of any review done
Mo evidence of organisational alignmeant

The degree of implementation is not systematic, integrated and consistent
Evidence of early stages of review being done
Evidence of early stages of alignment

Implemented initiatives to all functional areas
Evidence of structured review process
Evidence of structured alignment

Well implemented initiatives to all functional arsas

Evidence of systematic review and improvement process are all in place
Evidence of systematic and owverall alignment of corganisational needs are
identified

Well deploved initiatives to the overall organisational needs

Evidence of refinement of evaluation, improverment and organisational learning
including imnmowaticon

Integrated organisational alignment with current and future organisaticonal
neads

Fully deployved initiatives to the organisational needs

Refinement and innowvation backed by analwsis and sharimg throughout
aorganisation

Well integrated organisational
organisational neads

alignment writh current and future



For Criteria 7:

Below is the explanation on the scoring used in the assessment for Criteria 7.

Scale O:
Company does
not provide
results or
poor results

Scale 1:
Company
provide a
few results

Scale 2:
Company
e goox

Company
provide good
results in line
with strategy

Scale 4:
Company
pro ood

Scale 5:
Company

provide excellent

results

Mo evidence of results or poor results

Trend is not provided, or show unfavourable trends

Mo comparative information

Results does not show evidence of successful deployment of strategy

A few evidences of good results

Evidence of some trend data, with some unfavourable trends
Mo comparative information

A few evidences of execution of action plan

Evidence of good results

Evidence of some trend data, and most trends are favourable trends
Early stage of comparative information

Results are reported for most measured indicators

Evidence of good results

Favourable trends of results

Some comparative information

Results are reported for most measured indicators

Evidence of good to excellent results

Favourable trends or sustained results for over at least 2 years

Many trends and levels are benchmarked against relevant comparative
information for target setting

Results are reported for all measured indicators in line with strategy

Evidence of excellent results

Favourable trends or sustained results for over at least 3 years

Benchmark by others in many areas

Results and projections are reported for all key indicators and evidence of
successful deployment of strategy



EXERCISE :
4 SOUARES AThe figure shows 4 squares.

_J10One fourth of square A,B,C is
A shaded.

DYourTask ‘-

® 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
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The Leadearship criftaenc
addresses how leaders
deveaiop and faciitai= the
achievarm=nt of aon
organsation’s vision and
misson. It also relkates o
the leader™s e orts o
daevelop values reguraed
for ong-tem sSuUCCess.
Eeciive lIeacdeaership =
crucial fo ovearal
aorgansaticonal gowth by
developing polices and
strateges thars dnve
pPaopie o acchieve iIis
objectives. Emphases =
placed on how the sencao
leaders cormrmunicate
with the employaas,
enhonce ther skills. anda
how they are involved
organsational leaming
and N developing future

leacders. The critenc
iNnclude oroantsafion
oovernance sysferm,

societal responsibities,
and support for s key
communites.

Criferia 1: LEADERSHIP (150 Points)

1 PE_

Visionary & Promotfte Innovation (90
Points)

Deascribe how senor leaderss are responsibie to:

1493

112

113

134

13sS

115

P

Deveaelop the organsafion’™s vision, misson and
valuss that foocus on alstakehoiderss. leammngand
mnmnovaton.

Communicafe the organisafion’'s vson., massion
and values to allssakeholdgers.

Creafe on envionment for busness success
cumentily andn the futurs.

INnvolve 1 successon plannimg process and
deveaelopment of future eadeaers.

Reviiaw andimprove fhe e'ectiveness ofpersonal

leadeaership anc iNnvolvermsant n meaefing
orgoanisaficonal visson, misson., values and efthics.

Lead the ogansational transfoormation C o)
meaeeaetng the neaw eaeconomic chalenge=s and
busness frends.

Govermnmance and Community Support (60
Poinis)

Describe how senior leadess are responisibie fo:

121

122

123

124

Ensure eectitive govemance sysfem, =2gal and
regulatory compance are sasesftablished and
reviewed.

Ensure accountabaty for organisatbon™s achons
aond indepaendaence m audifs.

Deaveaelop and implement Copomate Social
Responsibiity [CSR) policies and praclices for
cormumunity and environmeaent in which i§ operates

Reviiew and immprove CSR poiicies and prociices
for thhe banadst of communisty and envronmeant.



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
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1.1 VISIONARY AND PROMOTE
INNOVATION




VISION, MISSION AND VALUES

Corporate Vision

=

Providing Purpose,
Direction and Motivation

U €= " oo ey core value 1. belief that
= ?nss':i’:nagnd ' > Creating an gLI |des d ﬁ I’I’T'I’S aCtIOnS,

outstanding value for ] ]
ststoment of whot Chiat it fa et orthi unites its employees, and
your organization tokeholders . .
intends to become = d Eﬁ n ES ItS b I'a n .
and to achieve > Developing a great
at some pointin new product 5
the future. > Developing a great g
company @ Recruiling Social
| N | —

MISSION STATEMEINT

A mission statement is a short statement of why an organization exists, what its

owverall goal is, identifying thhe goal of its operations.

WVWHAT YOU DO HOW YOU DO IT

WHY YOU DO IT




VISION MISSION ES

Safety, Courtesy,

Integrity,
The Preferred : :
Healthcare Provider Pfocfﬁf;li?‘:gtim.

Improvement



-->

To establish UiTM as a

Globally Renowned

University of Science,
Technology, Humanities
and Entrepreneurship.

MISSION  PHILISOPHY

To lead the development
of agile, professional
Bumiputeras through

state-of-the-art curricula
and impactful research.

10

Every individual has the
ability to attain excellence
through the transfer of
knowledge and
assimilation of moral
values so as to become
professional grduates
capable of developing
knowledge, self,
society and nation.




Dojctives

To ennance the knowledge and expertiseof Bumiputera n lL el of sudy thaugh profesional programmes, eseanch work and community service Dased on moral values and pofesgional

ethics,

o 1o empowerthe delvery of TS orary sevices a5 & centr o nformation evcelence Enat aways remains rlevant and respected
010 erve comprenensive, up t Cate 2nd rlevant knowledge and resaurces in varous physica and virualfamts

v 10 rovide 2 coneucve enviement znd facties for feaching,leaming and research matters,

¥ 10 evelnp the atest informtion technology and communicaion aciites ased on customer needs,

v Tostrengthen human capit. through Budayg PERDANA for PUITH communiis,

v To enich relztion and cooperation with external organisaions n ndustrial nefwor,



SHARED VISIONING
(ALIGNED ORGANIZATION)

FROM ' T0
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Client Charter

PTAR is committed in providing world-class environment, services and resources to enhance study, research and teaching experiences.
Qur client charter reflacts our commitment to provide world-class services and focuses on SIX main arezs,

o To deliver user-friendly services to PTAR users

o To provide weekly updates to PTAR users of our new arrivals and collections

o To provide 2 response within THREE (3) weeks upon the date of application for Inter-Library loan requests
o Torespond within ONE (1) working day on Information Skill Class

o Toprovide 24/7 access to the PTAR Portal and electronic resources

o To provide access within THREE (3) warking days upon date of application for reference archive materials



SEPANJANG TEMPOH PELAKSANAAN PERINTAH KAWALAN PERGERAKAN
(PKP), PERKHIDMATAN PERPUSTAKAAN DILAKSANAKAN SEPENUHNYA
SECARA ATAS TALIAN MELALUI

PERKHIDMATAN PERPUSTAKAAN DIGITAL

Perkhidmatan dan kemudahan yang disediakan adalah seperti berikut:

e pengguna boleh meminjam buku mengikut syarat dan tatacara yang
ditetapkan - https://bit.ly/pinjamanbuku

e Library eResources (Pangkalan Data Atas Talian,eBook, eJournal, Institutional
Repository, Electronic Question Paper System)

* Program Pendidikan Pengguna dan aktiviti konsultasi penyelidikan secara
atas talian

e Perkhidmatan konsultasi rujukan melalui Chat with Librarian

* Web Based Integrated Library System (WILS) — online renewal, Inter Library
Loan (ILL) Cadangan bahan perpustakaan, status pinjaman/pemulangan
dan sebagainya.

* Pengguna lain masih boleh terus menggunakan perkhidmatan perpustakaan
digital melalui pautan https://library.uitm.edu.my




COMMUNICATION & DEPLOYMENT
MARCOM PLAN EXAMPLE 1







FEATURE FILMS ARE
THE RESULTOF YEARS
OF SCIENTIFIC STUDY
COMEBINED WITH THE
EXPERIENCE OF YEARS




“When I nod my head, hit it.”’
“Bila saya angguk, ketuk ia”




ENVIRONMENT FOR BUSINESS
SUCCESS

Physical
Resources and
Technological
Capabilities

Vision, Mission

and Objectives

Marcus Lemonis’s

3 P’s of Business Success etz

Organizational

Internal

Human
Resources Structure

People

Corporate
Culture

-
{
F
f

(())u_tcotms 1T 1 o Hire the right people to o Increase efficiency in o Fvaluate market
ante work for you all areas characteristics (pricing,
o Put them in the right roles o Find which fewest steps packaging, sizing)
ORGANIZATIONAL e Create an environment yield the best results » Consider your
that helps employees e Look for opportunities customers’ feedback
CULTURE perform at their best to scale (increase * Modify packaging and
o Treat everyone with production by 10 times) streamline options to
respect maximize sales

Oriented

LaConie Consulting £2018  hitps:Maconteconsulting.com Sowce: Rps Ay amencanexpress. comien-usbusnessrends-and-insightsriichsmarcus-lemonis-reveals-the-3-heys-fo-business-SUccess

Oriented



Succession Planning: Key Elements

Assessment of
Key Positions

Identification of

. Key Talent

Development
Monitoring & Review

Assessment of
Key Talent

Generation of
Development Plans



PERSONAL LEADERSHIP &
INVOLVEMENT




Leaders versus Managers

MANAGERS LEADERS

Do things right

Do the right thing

Status quo Change
Short-term Long-term
Means Ends

Builders Architects

Problem solving Inspiring & motivating

EFFICIENT EFFECTIVE



Thinking

Transactional Leadership

Transformational Leadership

Orientation
Leadership ‘Solving” & ‘Fixing’ ‘Building” & ‘Shaping’
Focus Problems & Failures Centred Success & Customers Centered
Expecting Results Delivering Results
Managing — By — Remote — Control Managing-By-Involvement
Content / Technical Experts Process / Improvement Experts
Work Focus Managing Technical-Excellence Generating Team — Excellence
‘Maintaining’ & ‘Salvaging’ ‘Innovating’ & ‘Developing’
‘Gatekeeping’ & ‘Reporting’ ‘Value-Adding’ & ‘Changing’
Attitudes / Driving Others Motivating Others
Styles Dependent on Others for Output Influencing Others for Results
“I Win You Lose” “I Win You Win”
Reactive Proactive
Skills “I Tell You Do” “I Guide You Perform”

“You Listen To Me”
“Do as Much As You Can”
Abdicative

"I Listen To You”
"I Appreciate Your Contributions”
Delegative




10 Prin(_:iples LEADING ORGANIZATIONAL TRANSFORMATION
of Leading

Change 0
Management e

) -
I.: [EHANGE] Lead with Start at the top. Involve every layer. Make ther t nal Acty r way
- iy / the culture. and emotion into new thinking.

case tugether

ADJUST \
\ ODIFY
é.‘f NEW / 0 .. 9 O @
D ‘ [
ot @vo ;ION L Ll L |
- TRANSFORM PN <2 |
g Tanstomatona bmee i Lgme s

Change



1.2 GOVERNANCE AND
COMMUNITY SUPPORT




GOVERNANCE

Bosed of Transparency in operations

CAreciLons and

Qﬁv"—"’. s

Selection of governance board members and disclosure policies

Polices and

- Independence and effectiveness of internal and external audit
orporate

. Governance

How do you evaluate the performance of your governance board

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

CORPORATE

Societal Responsibility SOCIAL

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

FT CORPORATE CONSULTANCY

. 2 years cooling-off
Annual Evaluationof period before
Shareholdersto effectiveness of Board, appaintrment of
approve tenure Committee and former key audit
of Independent Individual Directors partner on Audit

Directors Committee
beyond 12 years

MALAYSIAN
CODE OF
CORPORATE
GOVERNANCE
2017

LC = Large Corporate which
ISt
1 FTSE Bursa Malaysa
Companies to have L5kt i p’ R
pa Independent 2. RM2 Bilion Market
effective Governance -
> - Directars tomake Capitalsation
Risk Management than half areholde
and Intermal Control s o oy
of LC* Board

Framework
© FT Corporate Corsultancy 2017

www _ftcc.com.my




’ 4% Measuring Compliance Program Effectiveness

/ RULES ! REQUIREMENT _ LAW‘

® Standards, Policies, and Procedures

® Compliance Program Administration

1
|

s ® Screening and Evaluation of Employees,
TRANSPARENCY REGULATION POUClEé 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




ACCOUNTABILITY FOR ORGANIZATION'S
ACTIONS AND INDEPENDENT AUDITS

GOVERNING BODY

Accountability to stakeholders for organizational oversight g

Governing body roles: integrity, leadership, and transparency 2

>

- MANAGEMENT INTERNAL AUDIT E
AC"O.”S (rncludmg Helipl o ’S.k) to H Independent assurance ‘
achieve organizational objectives g

First line roles: Second line roles: Third line roles: ;
Provision of Expertise, support, Independent and 0
products/services monitoring and objective assurance ;}s
to clients; challenge on and advice on all o
managing risk risk-related matters matters related to m
the achievement a

of objectives




CORPORATE

SOCIAL RESPONSIBILITY

Environmental
Sustainability

Consumption

;

Waste

Management

Environment
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Leading Imnovation )

The Companies With the Best CSR Reputations

CSR POLICIES &
PRACTICES




PLANNING



Criteria 2: STRATEGY (90 Points)

2.1

Strategy Development (45 Points)

Deascnbe how the organsafion:

211

2422

213

214

2.2 Sirategy Deployment,

Identifes sftrafegc challenges uvsng o rocbust
sfrategc plannng process takng info
considerafion raliable data and knowiledge

femployees, custormears, pariners, suppbers,
sftakeholderss and compeaetitors).
Establishes rsks managemant sysfem oand

denties strafegies to mitigate the dentified nsk.

Develops strategc plan and seais sfrategic
objecifives ftakng info consideration busness
challenges,. the need fto fransform ocrganisafion
while levemmgng on core compefencies and
compeaefitive advantageas.

Establishes shorf, medum and iong-temnm plans
and goals

Iimplemeniafion and
Review (45 Points)

Describe how the organisation:

221

222

223

224

225

Deploys and disseminates plans
sfrafeges and goal.

aligned o

Allocates resources (nancial workiorce and
other resourceas) o support the acocomplishment
of the plans.

Sets, monitors and reviews key performance
ndicators [KPis} for employeses that are inked o
sfrafeges and goal.

Meaeasures, reviews and enhances organisation’'s
peaerformance against plans.

Revews thaerreslavance of the plans with respect
to extermal changes.

The Strategy crifena
addresses the
developmeant of
organtsation’s strategc

objecfives and achton
plans. deployment of the
pilans and change of
plans § cocscumstances
regure i, as well as how
progress is measured
and sustamned.



2.1 STRATEGY DEVELOPMENT

. SR
Ld Wﬁ. L V“‘f;@s / \(q

- Strategy development process 8
- Key process steps (.SWOT) @\; Z ﬁ s_‘kgg_(-) /
- Term planning horizon b (ﬂ‘w‘;
- Key participants \ X evelop =
- How u collect & analyze relevant data (strategic Goal®: "-“‘s % ﬂF’_Zﬁ,_dp
challenge, risk to future success, potential blind

spot) ' ﬁnﬂ Yi;i{? *M’f

- 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)



Planning Strategic Process

External Environment
Analysis

SAETEICE Implement
| Strategy

Measure &
5 Evaluate
L Performance

Establish Long
Term
Objectives

Internal

Vision, Mission
& Values

Environment
Analysis

i S R
) Dewogmen O Depoymen > Evaaon 3

Corporate Level Operational Level Monitoring &

- Business Strategic Plan « Services KRAs Review

« Hospital KPls - Services QO & PI * BOM

« Services/ Departmental Budget Plan + Services Budget * MRM

« SWOT Analysis Plan * Bi-yearly Appraisal

Review



Aligned Measures™

Analysis Methods

Vision Improve
market share
ﬁ it ‘ Strategies Develop new /\ Reduce time to
S - p -~ W\M\‘d é o W\b“\ ® products introduce new
' v products
Blue Ocean
' . Strate
e W . T d Q;(/ st ‘ " Goals for Next | TWonew Reduce product iﬁ;ﬁnliﬁdirc?sl
W\'mL WQ&‘\W’ Two Years products per devel opment UF'
year time by 50% »30% of TR
4
e Relevant Mew Product Marketing/
il do Processes Development Selling
Output | Design New Number Number
Measures | cycle time products of parts of vendors Cost
designed

* Adapted from Tatikonda & Tatikonda Fimure 1,p. 30,




OBJECTIVES

J ENSURE BUSINESS SUSTAINABILITY FOCUSING ON

» Customer intimacy (service/relationships)
oCreate close relationships with customers
oProvide services needed by customer

» Operational excellence(improve efficiency/effectiveness)
o Reduce Cost and maximize output

J INCREASED SALES VOLUME

STRATEGY CHARACTERISTICS

CAALL IIN FEES”
VVORK WITH HEART & SOUL

Compelling tagline



ACTIVITY : KOYAK KERTAS




STRATEGY DEPLOYMENT

Strategy Deployment Process

Strateqy Deployment - The Process

System aim, goals, & initiatives dh Lo el i

‘v Da-Chack-Aiey [A) Proscess
dh o Department Department
v nhie::tives initiatives

Phase | = Orqanize the Process

’m

Phase [| - Current State Analysls (CSA)

\

Functional Service
objectives initiatives

| |
Phase Ill = Stratedlﬂllslon Elements @

|

Phase IV - Strategic Br;akthrough Objectives

Tearn Team
uhjectu. B5 initiatives

pe:rfl resgurce action

Vertical alignment

B OTCC objective

- ’

"/ } oo Y
Phase V = Strateglc Inliatives & Tactics @ / W

|

Phase VI - Strategy ihi;?l/ementatlon&Revlew@
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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 ?



O bhjective dacisacn
making [ ] an
organisation requires
relewvant aond accurate
dafa. SEnaor I=adars
should amn=ure that allthe
MNaEC SS50ry data e
collectad perfaining to
the core acfivities of tha

organisation, g
e articular its
parformanaoce

meas=uremmant data. Tha

I foemma ticn crifano
SXOImires hones thae
organsation M nooeEs
imfoermaticn that
imferinks all thae
funcfional aoreas of am
organisation. Ot

shiouwld b2 collected on
cusfhormer satisfaoction,

s lier parhnershi
re=salis, ermeloyes
parformance, and morkst
parformmanca. Ancother
aspect [ iy tha
arganisation creates
Enowledge, amd o
Encw ledge =

disseamina fad and used

to iImpnos e tha

ocrgamnisation s
a'aclivenass, efhsciEnocy,
and perfommoanoe.

Criteria 3: INFORMATION (90 Points)

3.1 Information Management (45 Points)

Dascribe how tThie onganisafion:

314 Sel=acts and gothes mnfomofion to support
decison making ard mproy e organisatonal

perfommoanca.

312 EBnsures dofao accuraocy, wvalidiy, reliability and

CUTET Y.
313 Uses information fo ganamote ko ledge

phkamning, d ecision meakireg,
mprosyament and innoes aticn.

3.2 Knowledge Management (45 Points)

Drascribe how thie onganisafion:

= - | ldentikas, mplemeants and sharmes best prachticas
both  imfamally and exfamaly to mprove

perfommoanca.

c B Ensures mifcomaticn

323 EBvalafas and mproves the moanaogsment of

Enoerledge tmansfer in the organisaficon.

continuous

fechnology systearms ars
raliabls, secuwured and wser-fendly o aelesant
aemployess, suppkars. partnes and custormess.



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

Corporate knowledge

Planning, strategic Cusiomer,

& performance competitor and
knowledge supplier knowledge
Knowledge

Management
S}rstem Product, process

;E‘:.::':;Eﬂu technofogy and
1] sarvice knowledge

Organizational,
Operational people skills and
knowledge competencies
knewledge

(1 (

(

Generate Knowledge

KNOWLEDGE is a
combination of DATA
and INFORMATION

) { \ ®
DATA PO s ‘ INFORMATION

experience, expert
opinion and skills
resulting in a valuable
asset that helps
decision making

Set facts, concepts or
statistic that can be
analysed and used to
produce information

Data that has been

categorized, analysed
and organized to have
structure and meaning

Use all the Knowledge and Technology to Ensure Success



SOURCE OF INFORMATION SOURCE OF INFORMATION

Clinical Hospital Information System
.System that integrate patient information & improve
efficiency and quality care.

Hospital Information System
Eystem designed to manage/ administer ;
hospital's operation.

HITS

KCIS - (KPI Clinical Information System)
LIS - (Laboratory Information System)
PACS - (Picture Archiving & Communication

System)
(Hospital Information System) ‘
o B I0 gl
WE; ..umnmmrw:" i p:mmu
] | el
Dok 1 |

SOURCE OF INFORMATION

Supportive System
Ay other system which support the hospital’s O‘Eeration.

Q-Radar (Incident Reporting) - Reporting Risk managerment & Safety reflated issues

SO Application Portal - Services fnitiatives & patients feedboack

Employee Self Service - Employees Data - staff profile, salary information, training & benefits
Workplace Asset Vianagement System - Asset NManagerment IIncfuding Breakdown & Servicing

SOQM Applications Portal

l Q-RADAR
" e g 2 Emme o




WE CARE
ABOUT

Customers



Criteria 4: CUSTOMERS (110 Points)

4.1

Customer
(50 Foimts)

Measds camnd Expe ctatiomn

Drascrile howsr the orcpoanmiisafiomnm:

4. 1.1

4.1 .2

4.1.3

4.1.4

q.2

Identifm=s Curshorre=r S rrvarkee i naads
expec tafions for preoeduct fsere e oernimgs

aarrndd

Sesk=s mmurmedicafas arnd cocfiomabs custormer
faadiback «n the gQuallty of procdoecifssrseesa
oiaErnags. cwustormer espanances and cwustormer

s ot

Establsheaes opprnopnatese methods o ocoopiors
o tornakkele iNnfcomreaieon Lm 2y | prnacdunc i seEre e
oarngs rormnm pofanteal ousfhormerns.

Inconp oo fas custormenSrmoarkst lg="=C=
expec o ftions aomnd feasdbaoack mtooustomisaotiomof
prod et fsaervice oTaerrmngs aond shoategees o anfar
e~ rmarkset,. o aofbtroct nessrs cwestorrmsr o o
expandd redateonshpes with cument cusformers.

Custormer Engagerment (&0 Poinds)

Dascrilbe o Th e onpoansafiomnm:

d_F. 1

4.3 2

4.F.3

4. 3.4

4.5

4. F .6

C=tarmmines custormer satisfoctiion, dissotisfoctecom
arnd eamgaoagperreant.

Ensuines the= me=casarserrmeri ts iF custormer
sOfisfoction., dessotsfoctomn aond angogermseant
O iurs woalabls mfoermafion for oo erre=nt,
mnoss e o rmed irmrmeadio b escoeeery

MMoOomoges relatEeonship wwith custormers o retam
cusformers amnd enhoncs bomnd meeeagess

Faomoages and enhancass custormesr s port arnd
fiin pp'ap Nl gl ada hy ol gl

Ensuines st oirmer
systarm B & asciea.s

corrmee ot rmancoagerrent

se=s o led g of custormsars., custormer  groupes.
rrecariket e s, fiormmer cusfhormers, e
potarnmtiol custormsars o dews el o meoare custormer
eEntns culbee aomd s ot daecEsion moking.

Crrganisatons thhaf g lkaos
cusformers af the cantra
of  fhar bushass mode
ars the omnes that goamer
swksfamteol custormer
sUpMpor® cornd thver omn-
poHrng atfromnoage. Thhess
OrMOgOnsEOticons Wes v O U s

[ R =T [ ] =2 L el §
cusformer [ l=1="= [ aredd
axmectaticns, aaredd

foadbaock o
produu o tfrsereic e
Eearformmancs,. s weall aos
oM pelkairts aonc

sugeEsieons. Thuis IR
armphasisas [ W g =
arnpoacparTent s oar
irmporfant foctor im oo

l=camiarmg andd pearormoare—s
el Sahegy. O s el
s dafarmminas oosicormes
arnd morksast EaguissTer s
BEuwilds redboaficrmshpes with
cusformers amnd daeterrrTes
Ther st



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

i - b~
e Voice of the Customer o

n
-
S — Critical
e Voice of the Key Customer ; : =
Customer Custony 1 N Customer
mer ssue(s
Requirement
Who is the What does the customer We need to identify the issue(s) We should summarize key issues and
Customer? want from us? that prevent us from satisfying our translate them into speaiic and
customers. measurable requirements
?
?
social esteem
emotional bond
relevence Eimogesn, -
cool, confident, ZARA: unique,
ZARA: luxurious fashionable superior, cool

? ? = = fahion, business = HEM: ha fun

‘ ‘ ffr . HEM: t dy, PPY. ’
di entiation women is the stylish :ve:r"‘: trendy. popular

SR = ZARA: fahionable, main target e
INFORMATION GETS STUCK IN DIVISIONAL SILDS S R R HEM: street

luxurious brands fashion, younger
HEM: street tarket market

risk reduction fashion, original

1 ? ?
M e— .
INFORMATION i Enter Key Slide Take Away (Key Point) Here T T design by H&M
l‘ Voice of the Customer is Getting Louder Video by the PEX Network
I - - conai Standacds for Lean Six Sigma (ISLSS) 6 high brand Perception of quality.

awarenesss Both: good quality
base on its low price«.

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 90% customer alibaba

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

different type of customer list

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

Customer list - different type of customer list

Customer relationship

- Build and manage customer relationship (brand image, exceed their expectation, increase engagement

- Social mediarole
CXM.. CEM - list of processes

Complaint management — prompt action (avoid similar complaint)

Determination of customer satisfaction & engagement

- Obtain info on own product n competitor’s product Customer survey spore

FORD story



Anow Your Gustomers,

e mportane Of nowing WHAT
Your Customer ¢ | ([:][?SE'?OY#ERR
b WANT? -

Gap Model of Service Quality OnTine Delvey

Customer Service

Customer
Expection

Cu tnme r
FPerception //
Sowes eama i ity
—— Customer

Service Delivery

Policies Expectations \
SAP 2
Understanding of

Customer Needs

Excellent Support

r GAP1

Ouality Product



Customer Service Mindset

Senice T . % ¢
from the A “A.rr.lanwithouta l}ﬂ
H E A RT } ' Snrgél ggrf?ihrg;mt | S%BW “é cﬁU @
o ¢
LA, %QF&Z 3222‘2%

S’ ATTITUDE spoNsiaiLTy “MEW”WW

ATTITUDE SPECT Q.‘\ “eﬂl
ISSIE"E”:JING 7

ENS TO YOU spect Q
oo Lol

Dignity and respect .
at the heart of care A




Actionable Strategies to
Improve Customer Satisfaction

in 2021

SERVICE EXCELLENCE

1 Building

Rapport &
Trust

4 Continuous Customer Needs

Improvement . CUSTOMER P&Expectations







Criteria 5: WORKFORCE (120 Points)

The “Workforce criteria
acddresses howw an 5.1 Workforce Management (55 Points)
organisation manages,
develops, and disseminates
the knowledge and full
potential of its worlkforce
at an individual,

Describe how the organisation:

511 Identifies workforce capabilities and capacities
Nneaeds that meet organisational wision, mission,

tea “based and strategies, action lan and oals
organisation-wide lewel. 9 . P 9 :
It looks a_t ho . the 5.1.2 Assesses diversity of workforce and dewvelop
o r g a nis a+tion - . N
b . actions to address their requirements.
continuously improves
its orkforce -l:_a_pal::nlltles 51.F Rewviews workforce requirements to address
anrd capacities to - ; -
- .. organisational challenges and business trends.
support its policies and
strategles,_ and sensure 5.1.4 Manages and implements effective careeer
the effectiveness of its - .
progression for its workforce.
processes.
5.1.5 Ewvaluates, rewviews and improwvises the
effectiveness and efficiency of learmning and
dewvelopment systemrm related to workforce

engagement.

5.2 Workforce Engagement (65 Points)
Describe how the organisation:

521 Develops initiatives to promote well-being,
satisfaction and engagement.

5. 2.2 Assesses and improwves workforce well-being,
satisfaction and engagement.

5. 2.3 Establishes organisational culture that encourage
workforce engagement through involvernment inm
improvernment initiatives or teamwork activities.

5 2.4 Impleaments a performance appraisal system that
is aligned to action plans and goals.

5. 2.5 Establishes recognition and reward system based
on productivity performance.

5. 2.6 Ewvaluates and improwves performance appraisal
swsterm, recognition and rewward swysterm to
support organisational performance.




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)

facebook

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

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

Human Capital Development Approach

For Year 2019 - 2021

Organizational On Job Off Job
Learning Training Training

|| Knowledge | | We rkplace | | Classroom Interparsunal
Management Training Training Effectiveness

r N
High
& Committee .
Performance 1 Assi nt — E-Learning
Culture ssignme
. -

Professional

Competency
Domain

= lob Rotation

Coaching &
Mentoring

= Apprenticeship

- o




- Core Competencies

. _

Domain

Respect * Integrity * Integrity * Integrity * Integrity
P * Teamwork * Teamwork * Teamwork * Teamwork
* I[nnovative * Innovative * Innovative *  |nnovative
Resourceful .. N . :
* Enterprising * Resilient * Resilient * Active
* Customer * Customer * Customer *  (Customer
Result Satisfaction Satisfaction Satisfaction Satisfaction
* Business Acumen * Efficiency & * Efficiency & * Passion

Productivity

* Ettective January 2019

- Behavioral Competencies

Productivity

. _

Domain

* Cultivating Networks

Interpersonal .
P & Partnerships

Effectiveness

Leadership * Coaching &

Impact Developing Others
Business * Managing Project
Management <+ Establishing Strategic

Skills Direction
Personal * Internalizing the

Effectiveness Vision & Values

* Effective January 2019

* Formal Presentation

Delegating

Problem Solving &
Decision Making

* Continuous Learning
Attention to Details

* Communication
* Contributing to Team
Success

* Managing Work

* [nitiating Action
* Continuous Learning

* Communication
* Contributing to Team
Success

* Managing Work

* Initiating Action
* Continuous Learning



Veterans

MANPOWER DIVERSITY

Across The Generations

“Conformist”

ﬁPrivate people\

eHard workers
*Trusting

eFormal

e Authority-driven
eBelievesin
social order
eLoyal

- /

(Pre 1946)

Source: Baby Boomers, Gen-X and Gen-Y — How do we work together? By Training

Baby Boomers

“Possibilities”

ﬁLive to work \

eCompetitive
eHard worker
eKeen on
success
eBelieves in
team work
eAnti-rules
eBelieves in
causes
eLoyal
ePrefers
personal

engagement

- /

(1946 - 1964)

for the Learning Company

Generation - X

“Enterprising”

ﬁEnterprising \
eIndependent
*Creative
e|nformal
e|nformed
*Requires
feedback
eQuality work-life

- /

(1965 -1977)

-Y

Generation

“Citizen of The
Universe”

ﬁLive, then Worm

eFast learners
eMulti-taskers
eConfident
eIndependent
eSociable
eThrives on
changes
eTech-savvy
eFinancially
informed
eBelieves in
team work

- /

(1978 - 1994)




MANPOWER REQUIREMENT

(1) Forecast Labor
Requirements

A

Compare

v

TALENT BREAKDOWN

-

“ o —

Tenure
ears
33%

>3
Position

Executive Assistant

(4) Determine
Gaps

(5) Develop
Action Plans

(2) Forecast Labor
Availabilities

The Basic Elements
of Human Resource Planning




Career Pathway for Support Service/Allied Health/Nursing

B Above 15 years

» Chief Executive Officer/General

Manager
+ Corporate Manager

81015 years

» Degree/Diploma
+ Manager
* Executive
+ Officer

B5-10years

* Diploma - Supervisor
» Certificate/Diploma - Assistant

Supervisor

CAREER PROGRESSING

Above 15 years
10 - 15 years

» Chief Executive Officer/General
Manager

# Corporate Manager
» Senior Corporate Executive
» Corporate Executive

10-15 years

» Degree —HO3 or Senior Allied Health
Personnel

# [iploma - Allied Health Personnel
* Certificate — Asst Allied Health
Personnel

Chief Executive
* Master in Nursing — Corporate Nurse Ofﬁcer/GeneraI

* Bachelor of Nursing - Area Manager

# Bachelor of Nursing - Chief Nursing
Officer

Manager

5—10years —

» Bachelor of Nursing - Unit Manager Master in Business

* Nursing Diploma - 5taff Nurse Administration
# Nursing Cert — Assistant Nurse

* SPM - Senior Clerk
» SPM - Clerk

# SPM - Senior Care Assistant
® SPM - Senior Clerk # SPM - Junior Care Assistant
® SPM - Clerk

Career Path for Medical Officers

Manager Manager/Corporate

Clinical Consultant

Master in Disciplines




LEARNING AND DEVELOPMENT

TRAINING & DEVELOPMENT

Training Master Plan Training Need /" Training
Analysis  Investment ' wraster Graduste

Post Basic

*{ealthcare Assistant
eeeeee

Information System

¥

R . Customer Service Excellence
Tralnlng Evaluatlon “tandard People Practice
\ s RM 337,500 xecutive Development
Programme
' Other External & Internal
Screening




COMPENSATION AND BENEFITS

WORKFORCE =
(\ | Employee Share Option Scheme (ESOS)
E N G AG E M E N T _/ Employer EPF increased from 13% to 15% for those in

@ service 4 years and above
A

.
\ Free daily breakfast

RECOGNITION AND REWARDS

) Promotions

I.Oﬂg Service AWdeS @ ? g Outpatient Medical benefit : No limit for investigations ,
el W Medication cap at RM400 (single) and RM800 (married with
= dependent)

:( Khairat Scheme

——

\ Best Services Performance

1
S Anpreciation Dinner

\

\

/ -
‘/
[
|
|
\
\
\

ENGAGEMENT ACTIVITIE

(hinese New Year
(¢lehration

Gatherg

PRI Waishumeh
3 | TetukaHar o

Ml
Berbuk
Puasa




PEF"RMANCE APPRAISAL

The Owners' Corporation of XXX Building

Name of Appraisee

Staff Number (if any)
Post

Section

Assessment Areas

Rating Guidelines

(for reference only, the MC should develop the ratings
based on the staff performance requirements)

5 = No late for work or absence record, willing to take urgent
duty at short notice

4 = No late for work or absence record during the appraisal
period

Date of Employment i r (dd 7 mim 7 vwywwy)
e From 7 7 1 Attendance 3 = Less than 3 times of late for work or absence record
Srioe nnder mevew To / /@asmmsyyyy) : during the appraisal period
2 = 3 times of late for work or absence record during the
- Management Committee (MC) Member appralsal perIOd
SaElErEEEE or Supervisor of the appraisee
Name 1 = More than 3 times of late for work or absence record
Signature during the appraisal period
Post
Date (dd 7 mum 4 yyyy)
2. Job knowledge and skills
Rating () (refor to guidelines on page 3) 5 = Substantially exceeds job requirements
Attendance 5( ) 2 ) 3( ) 2( ) a( ] H
Job knowledge and skills s( ) a( ) 3 ) 2( ) 1C ) 3. Quallty of work 4 = Exceeds job requirements
Quality of work 5( b] 4( b 3( b} 2( b A ) . . i X i X
Initiative and motivation s( ) a a( 2 ) 1C 4. Initiative and motivation 3 = Meets job requirements
Team work E=14 b] 4( ) 3( b] 2( b 1 )
Seneral conduct s( ) a ) a( ) 2 ) 1C ) 5 Team work 2 = Partially meets job requirements
Discipline 5( ) 44 ) 3( ) 2( ¥ 1 )
1 = Does not meet most job requirements
6. General conduct
Substantially E ds job Meaets job Partiall ts job Does not . . ,
Sxoeeds iob requiremonts requirements | reaurcments | ToStmostiob 5 = No disciplinary record, always follow supervisor’s and
PEPE a ) s 2 PP working instructions
Special task taken up or commendation obtained by the appraisee during the appraisal period (to 4 = NO dls’c'p“nary record
be filled by the MC member / Supervisor) 7_ DlSCllene

Overall commeants on performance (to be filled by the MC member / Supearvisor)

3 = Less than 3 times of disciplinary record
2 = 3 times of disciplinary record

1 = More than 3 times of disciplinary record




Process |




The Procedure

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.



Criteria 6: PROCESS (90 Points)

6.1

Process Management (70 Points)

Describe how the orgaonsafion:

6.1.1

6.1.2

6.1.3

6.1.4

6.1.5

6.1.6

6.1.7

6.2

Determines key product
reguraements.

and work process

Incaompmomatas requirements of customers or
sfakaehoidears, new ftechnoiogy and knowledge o
risks fo consider duwring the product design o
enhancement of work processes.

Ensures the opaeration of work processes meetists
reguremenis and pearfformance ndicafors o
MEaQsUIres.

Defamnes keay support procassas and ensures
that these processas meeat busmness
reguraments.

improves work processes and sup port processes
to reduce cost, enhance eFcciency and
="activaness.

Ensure security and cybesaecunty of assefs, daio
and nformation N al busness opaemations.

Provides a safe operafting envronmenitand safety
system that address accident prevention. dsaster
and aemergency prepaoradnass, nspection and
recovery.

Supply Network
(20 Points)

Management

Descnbe how the ogaonsafion:

6.21

622

623

Icentibaes and selacts network of gualihed
sup piars/ parinars ithat fulm organiisaion’s
objectives and sfrafages.

Ensures supply-network agiity n responding fo
changsas N busness reqguirementts.

Comnwunicates ocrganisation”’s expectafions,
evaluate arnd provide parformrmaoance feedback o
sup piars/ pariness 1o help them mprove ther
paerformrmance.

Frocess design a'ects
the quality of
products/services. as
they aore al

produced/delivered
through SOMme sort of
P rocess. Theraefore, the
Process crnitena asks
organsafions fo ook mto
ther processes N order
fo suppot ther policees
and strateges and fully

satisfy and genarate
imncremen fal value for
ther customers and

other stakeholdars.



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



WORK PROCESS FRAMEWORK

Enablers
e |nternal Sources

Results
e External Sources
! ra
Al People
2l e Loyalty
> Process .
Leadership Sra Busmis:.l Result
- egy Planned Cust S
omer
Vision . QO, Pl it (R
Mission e Advocacy e
Values :’ Unplanned Objective &
Partnership activities " on target
* Suppliers Marketer
* Training \_
providers
* Consultants

Learning and Innovation



Book Label

RFID
Sk SYSTEM

Moving Shelf

RFID Desktop

_ Document Data Management System Reader

Shelf Management System -

RFID Access Control Working Station

Borrowing Management System



From Traditional Library to Digital Library

Traditional Library Automated Library Electronic Library




IMPROVEMENT TOOLS

N =

Kai=Change  Zen=Good

LEAN SIX-SIGMA

KAIZEN

( continuous improvement )




PROCESS IMPROVEMENT WITH INNOVATION

-,

— SWAST - manual X Ray film
{H to digital system
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U UKAS U UKAS
. i . b

1SO 9001 o 1SO 9001 E

150 9001:2015 Certificate No. : 10105311 150 9001:2015 No. Sujil : 10105311







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



7.1 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

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



100 million
Club
5yrsin
Operation

\

~

Financial Highlight

Breakeven

2015
Profits 2017
RM8 millions

-.\'

2012 : 45 beds
BOR 28%
2017 : 110 beds
BOR 76%



People Highlight

/ ~ - P N
348 staff
35 Consultants 2015 :31% Competency
2017 2016 : 26% st
Neurosurgeon 2017 : 11%
Ortho Oncologist
- Attrition

/Pt
Manpower /A N\

Rate

Staff ¥ OUTSTAN-
Exce"ent
Performance &"W

= 8’




Customers Highlight

Secured Major

2012 : 10,212 2012 :1,238 Insurance, MCO,

2017 : 244,502 2017 : 35,044 Corporations
80%

Outpatient ' ...7-" m% Profile Saallh




Manage Improvements for BE

Develop implementation plan for
follow-up actions

Manage challenges and
contingencies during implementation

Monitor progress and update
management

126



Manage Improvements for BE

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

Category 6: Operations Focus

Strength

127

Sample Implementation Plan for Follow up Actions




Levels of Business Excellence maturity in which the nitatives should start be implemented

,How to sustain a Business Excellence culture?

Areas i vwkhhickh thhe imnitiatives shoowalid be implfermentec

W here Leadership arnd Strategy Partnerships
Social arnd Customers Processes Workforce and
WS e Responsibilities Policy Resources
Excellent Adl imitratives are aligned, integrated and it within the organisation; Hawe a unigue success Mmodel

Mature

Best Practice Benchmarking; Six Sigma; Business Continuity Management; Innowvation

MManagement, Knowledge Management

Sorporate Social
Responsibility
Swystemm

Strategic
Aldliances

Investors In
FPeople

Progressing

Paerformance Benchmarking; B

Opaerations; R

usiness Excellence Acvward application; Lean Producticon S
Isk MNManagsment, CThangs Managsment

Orrganisaticonal
(Sowvernance |
COococupational

Health and Safety
Management
System;

Enwvironmental

Management
Systemnm;
Leadership
Development
Frogramimme

Mergesrs and
Acoguisithons

Flanming

Crore Competencies Development, Enterprise Resourcs

Balanced
Scorecard

Business
Frocess Re-
enginsaering

Supply Chain Managsemeaent

Customer
Segmentation

Statistical
Process
Crontrol
Mistake
FProofing;
Theory of
Constraints;

Crocupa—
fional Haealth
& Safety
MManage-
meent
Swystem

Balanced
Scorecard

Supply Chain
PManagement

Total
Productive
PMMainte-
nance

Total
Productive
Maimmtenance

Startimg

MMianaging by
Walking £
Wiandernmng Aoarournd
(B A0

CDuahity Management System (1ISO9D0000);

teams F QDuality Circles

Improwvement

Customer

Strategic Plamnming . Strategic

Relationship
Managsment,

Supplier
MManagement;
Assat
FManagsement;
Facilites

Inspection;
CODutsourc-—

Hurman
Resource

PManagsment;
Fimancial
MManmnagerment;

Dreployment; Mission, Wision and Pl arket ing; 5SS Manage- Saervice Lewel
Walues Staterment Research meni Sgreement
Selfrassessment based on Business Excellence Model, Commumcation Strategires; Informal

Benchmarking; Projaect Management, Performances Managsement;




THANKYOU AND GOOD LUCK

MAZIBAH MOHD ZIN
mazibah@agmail.com
019 2420692
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