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Background

ARG B AL G W] 2w A0 R AR S A S R R AN 5%, A AT REAE R
Dt Ay /N b R A 1 iR 55

This guide is designed to provide consultants and other service providers with
techniques and methodologies that will enable them to embark on successful
consulting engagements with small/medium size enterprises (SMES).

X HE R TR B AR T B W ) A m BE S ML R R R, XL
JIEAAT LSRG “HROE B I RCR, I8 RERE AL 1 E Bt in) 5525 ) 22 T A
IR R - — ML SR B R RS 2 SRR ) " A ) S &R, R — R
X0 B FIR AT BRI AR B — A RN PR R R

The materials provided, aim to enable the consultant to engage with SMEs in a
mutually beneficial relationship. While the methodologies used will provide “quick
wins, ” the materials are designed to facilitate a long-term relationship between
consultant and client — a relationship where the consultant earns the status of “trusted
advisor” and where the knowledge and resources of both parties are used to create a
“pool of knowledge and resources.”

ZIUH W H 2 B AR 55 F5E & X P T T 4. 1Rl A Al s
TVFVF2 Z/NEFE TG IR B R . @ A X ) e AR AR 1K 287N
ES Pl

The purpose of the program is to improve the performance of the business — both
financially and operationally. This will be achieved as a result of the many, many
little things that you implement in your business. The difference between and
ordinary and extra-ordinary business always lies in these little things!

AIGH 73 9 )\
The program is split into 8 Modules;

1. THRRE Ak
Understanding What Business You Are In;

2. TRREIE T, PR AT
Understanding Your Customers, Products and Markets;

IFC-CPDF “Delivering Solutions For Prosperity” fPage of 182
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P MP AR
The Business Model;

4. RTHRL
Team Empowerment;

5. THIEHKIE TR
The Strategic Marketing Plan;

6. I RGik

Business Independence;

7. MR, FR,  PRETE PR B A
Organlzatlonal Structure,  Knowledge, Environment Management and
Technology Strategies; and

8. W SHrELE

Feedback and Continuous Improvement.

PATE VAR AN & W s R £, RmESEAIH. (2, 7ER
SefENLT,  ERMATIHKE NS RESE, Flm, “FSElsT, =5
“HE I Ml 55— B 58— 1) %5 ) IR S5 FE I

We recommend that you implement the program in its entirety based on the client
paying a fixed monthly fee for your services. However in some instances it may be
more appropriate to offer just a few aspects of the program, for example, the
Customer Advisory Session or the “Exceptional Service — Leading The Pack”
customer service training.

KIUH BAE T AR, R HI STt o fi i, SRR AL BT = A 53 AR Sk
PR R, AT H B LSS B, B2 R HGE .

The program is based on exploring the business, generating and implementing
improvements and providing practical meaningful training to both the business
owners and the team members. It is based on achieving significant long-term
business performance improvements.

IFC-CPDF “Delivering Solutions For Prosperity” BPage of 182
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Understanding This Guide

KIaF BEMLE 2 B STaE IH B )RR
This guide aims to provide an overview of the 8 Module Business Performance
Improvement Program.

2 BEE I H 3o o )\ A
The Business Performance Improvement Program has been split into 8 distinct
Modules:

1. T RIBARL
Understanding What Business You Are In;

2. THRREVE T, AT
Understanding Your Customers, Products and Markets;

3. mkAE

The Business Model;

4. TR
Team Empowerment;
5. W E RIS
The Strategic Marketing Plan;

6. I RFML
Business Independence;

7. HZRLEN, FR,  PRETE EURIEOR B AR
Organlsatlonal Structure,  Knowledge, Environment Management and
Technology Strategies; and

8. [/J\ lﬁﬁ“: E&%
Feedback and Continuous Improvement

AAEFIHE PR W AT TR . ARt 8 MPIRA L. A
Ta g b s ity Bk, DAFE B ot 1n) o > M E AR X — i As . eAh, A L ES2ft
WP BRWARER L TIRIAT S . SRR, AT SR M 7 LA A
The following sections of this guide will provide an overview of each of these
Modules. Each Module is broken down into an eight stage process. Where
possible, throughout the guide, diagrams have been used to facilitate the learning
and understanding process. In addition, symbols have been used to identify the
tools used in each stage of the process. For each Module of the process, we have
provided:

IFC-CPDF “Delivering Solutions For Prosperity” @age of 182
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o IR
An overview of the Module;

o FEEIARBOER)
Key Learning Objectives (denoted by <©);

o BRI T A aRR)
A list of the available tools for that Module (denoted by «);

o VIEIRINZESIH I\ AP IR
A diagrammatic representation of the 8 stages involved; and

e CTERMTH WN, HTAMETZE (WD) @
=)

A list of “Things to Do, ” cross-referenced to the tools (denoted by

IFC-CPDF “Delivering Solutions For Prosperity” Page of 182
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The Strategic Business Performance Improvement Model

Sy Sy Sy Sy >y

T TS BT T L FE s K2 T [T 55 S
LEobICkKk 1O /IFC/r/torS LProS/ress Io//17SE of/eocl/lves

Understanding your customers,

T FEURE Ak
s B HAR
Understanding
what business you are in
Your Mission and Goals

THRRREIZ S, T &

[ERZ:5
The Business Model

markets and products

R TRA—--F IR
RS AL
Team Empowerment -
Developing standards
and culture

MR, %R, FEE
BRI AR R F R0
Organisational Structure,
Knowledge, Environmental
Management and Technology
Strategies

T 38 G A TRl
The Strategic
Marketing Plan

ik R GE—---F S
il EEAIRE

Ind ce —
Creati ms and

manuals

IRBRAIAN

Feedback and Continuous Improvement

ol

B g4 F EoF 3 LT F LY S

LOobICK L0 /77CI//Eor ProoresSs So3//7SE oL/ ocl/ves

Sy Sy Sy >y
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JNEEHARY R R Fr st
The 8 Module Business Development
Ladder

3 7B A0 R 2 U - R
FRZ RS AT
Monitoring & Continuous
Improvement

25K, AR, BORAIRSEE AR

Structure, Knowledge, Technology and
Environmental Management Strategies

Ml FR GEAK - 2 ST AT AR

Business Independence — creating systems and manuals

T 378 B R T ol —-- ) S A S i

The Strategic Marketing Plan— documentation and execution

B T - Lhr i, CHHAJIBRIR
Team Empowerment — developing standards, culture & Human

RV R -4, kS 55 R

The Business Model — structure, business & financial plan

TRRAREIZ T, TSR Bh—- il 52 4 IR

lInderstandina Customers. Markets & Products— definina the comnetitive strateav

T REARE Al

Understanding what business you

IFC-CPDF “Delivering Solutions For Prosperity” QPage of 182
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B —: IR AR
Module 1: Understanding What Business You Are In

MEIAR
Overview

AT T AR B R AR . NS WELR,  ARET s i) R R —- X e
BRI SURARERW, RJUFEAK A RRISHIAE R . IRFRIN % 2 — I 7 — 2 A%
FiREE . ERXADIREES, & MR R 2 (B AT X5 A LA RR AR . XA E
A2 i A B [R5 2 — R fr .

The initial stage of any consulting assignment is particularly important. As the consultant you
are responsible for the process — it is important to note, that it is almost impossible for you to
control the outcome. You and your client are embarking on an exciting journey together.
During this journey, knowledge will be transferred between both parties - the client and the
consultant.  The process of this information transfer is as valuable as the information itself.

Lnowledg,

‘ ‘ T T E CAEX — K R P

J‘ - R PR S W I E M Esh N, AR
2SI E K]
All parties must understand your role in the
relationship — you are the facilitator of the
program, you are not an expert in your
client’s business!

Q"™

Knowledg“

—fCkYE,  FEBERE BB, REREER TR S LS ER . R EH IR
RIS TR S BN H R B SR P RIS W ) (R DG &R, R A E LSk
SEETE 1) “oh R BB

Typically, during this first stage of the program you will gather information regarding your client
and their business. You will also hold your 1% Strategic Planning Session. This first stage of
the program is designed to develop the relationship between client and consultant and begin the
“planning” stage of the Business Performance Improvement Program.

IFC-CPDF “Delivering Solutions For Prosperity” 1(Page of 182
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Key Learning Objectives

NHE RTS8 TR - C TRIRIARL” ) HARH)— 2 A 2
The following list details some of the Key Learning Objectives of Module 1 —
Understanding What Business You Are In:

TRV # (B E R AN NN B R, FFIF6 AT A & 14
N B AR 96 E Ik 57 B R B 5t

To understand the personal and professional goals of the business
owners (or key stakeholders), and begin to develop the Mission and/
or Vision for the business based on the personal objectives of the
owners;

T ARAMY 2 BT 55 AR 55 T T MY S R 5
To obtain an overview of the current financial and non-financial
performance of the business;

T RRANE B RS BT 3y, R AR & B A i A TR AL A
To understand where the business and each market is in its product life
cycle;

T AT A AR AN LR R G A 2 25 A AN E T SR IR 52
To understand how businesses are valued and the impact that
systematisation can have on the value of the business;

BNV TS L, 5%, LUK AR AT I 1 AL 2 A0 B
To identify the strategic strengths, weaknesses, opportunities and
threats currently facing the business;

B 5 AR L R IR SL B AT 30 5 (IAPS) ;
To identify Immediate Action Points (IAPs) to improve the performance
of the business;

YA A M THT i ) VR S58 RT 38 0 S it BPIP SR A R 6 ] fgt 1) 077 7
To identify the frustrations of the business and ways in which the BPIP
can assist to resolve those issues; and

ST W 1) M1 S R R B Al ——— M RR 2R 1) G R
To establish the basis on which the consultant and client will work
together — the on-going relationship.

IFC-CPDF “Delivering Solutions For Prosperity” 1lPage of 182
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Tools

AT HEONRIR B AR Bl ﬁ%IﬁS”%%&%E%”%%ﬁﬁ%ﬁ”ﬂ@%ﬁﬁ

The following Tools have been provided to assist you. These Tools

arecross-referenced throughout the “Tasks to Be Completed” section (denoted by \;‘!}).

o B UURIETHRI S LIS B

1% Strategic Planning Session Invitation
o BB URIETHRI S BUHE S R

1% Strategic Planning Session Checklist

o MIEFRAMTEIE (SNAQ)
Strategic Needs Analysis Questionnaire (SNAQ)

o RS H A
Customer Service Focus Questionnaire

o FNEWE N (GEHE)

Profit Possibilities (Spreadsheet)
o RIS THRI S TR

1% Strategic Planning Session Agenda
o USRI PowerPoint JiH R AR

1% Strategic Planning Session PowerPoint Presentation
o RIS THRI S TR A A

1% Strategic Planning Session Report Template
o GERIFRA

Engagement Letter Template
o NAWRISTEIICIHRIE

Team Planning Session Debrief Agenda

IFC-CPDF “Delivering Solutions For Prosperity” 1ZPage of 182



JO ] 5 0 415

WAL AR —FE 7
Typical Module 1 Program

e A5 12 A H I TAEZHE
Schedule client program for 12
months

5N R AP T AR S R

Communicate outcome to team members

BLRHENE P OCR IR, MR R G ER AP
Establish basis of on-going relationship and send Engagement
Letter to client information from client

°
°

o ERILZMEFIEE IAPs HITHRIHE 2

®  prepare Planning Session Report for client with IAPs assigned
00000 ®

BIFE— KRR RIS,  WfRE QR SBT3 E(IAPS)
Hold 1% Strategic Planning Session ensure you identify the “Immediate Action Points”
(1APs)

SESEE,  WES RIS ERE—Y T M E-DAY”
Analyse client information and set your agenda for the 1 Planning Session — identify the “hot spots” and

XXX E-Day

W AR 2

Collect information from client

BHESE — IR GEPTR) B T 2 8 5 B
Arrange logistics for 1% (of 2) Strategic Planning Session

IFC-CPDF “Delivering Solutions For Prosperity” 13age of 182
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R 55
Tasks to Be Completed

1.1 ZHE KSR RSN EE
Arrange logistics for 15T Strategic Planning
Session

o UKEIETHRI SR A HEAT 3--4 AN/ fEIE
WATR],  RRE s AL B BT 3 ey 3 A A ATT B A
FAT N WU E AT P ABATTE RS T 37y B A 58 4 3
fro PRITEE—RHT 7 SNAQ 58— 17 SLEI4T
BRI
The 1% Strategic Planning Session will take
approximately 3-4 hours. During this time you
will teach the business owners how to analyse
the nature of the industry in which they operate
and evaluate their competitive positioning within
each market. Together you will also review the
SNAQ and compile a list of Immediate Action
Points.

o RN UIE S IRFEHEE LT 1 REIRI 2 7 AL
oo RN I IR 2 BORFRAF LA T I3 AT AN 2
SEARIZ A SRR &R
The session also gives you the opportunity to get
to know your clients better. You should use the
session to gain their trust and build your working
relationship.

o e 2 H HIRIES [A]
Set the date and time for the session.

o IFE S —-HIME BT T IR A X
. SN RIS T RIS ORI Y =

Invite the client — use a letter/fax/email to confirm
arrangements. Please refer to “1°%' Strategic
Planning Session” Invitation

IFC-CPDF “Delivering Solutions For Prosperity” 14age of 182
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% R« SREE TSR AT R
Send the “Strategic Needs Analysis
Questionnaire” to the client.

G PO A —-- & A8 ST A A —-- 2
DU LV 7/

Arrange venue — try to use a neutral venue —
there must to be no distractions.

BRI —-- N e B R AR
Refreshments — lunch, morning and afternoon
tea should be arranged.

SWRM--—-—HAWR, BWRE, B (#
PowerPoint i/~ ), 4%, 2, #HHL. iH
ZH “EHoRERITTR S ERIFE
Equipment — whiteboard , marker pens,
computer (for PowerPoint presentations) ,
paper, pens, projector. Please refer to “1%
Strategic Planning Session” Checklist

IFC-CPDF
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1.2 NEPAERERER

Collect information from client

FESE — RIS THR) S 2 B/, AR N Ak
EREFR

You will need to gather plenty of information on
the client prior to the 1% Strategic Planning
Session.

o UNRE A MIEETE, AR LRk
If applicable you should view the business’
web-site.

o IEE R RANATITA B AR L
Ask the clients to send you any brochures or
advertising material that they have.

o RIETEEIH 3 FMFMEK (7K, BT
RABL G ER). EEER AR AR 18

A A PR
You will also need 3 years of financial statements
(Profit and Loss , Balance Sheet and

Cash-Flow statements). Ask the client to also
send you copies of any management reports that
they routinely use.

o MWEEFIAT SNAQ M, HIASIWATHE D
4--5 RILERLEIR. XK,  RA A 78 2 HIA]
KM R, IO — RS TR 2 AR .
You will need the client to complete the SNAQ
and return the information to you at least 4 -5
days prior to your meeting. This will give you
enough time to analyse the completed
questionnaires and make some notes for your 1%
Strategic Planning Session.

o BPUERIYFEHIFCLN ESRSBE %, =
535 — ) 35 2 SR R (MU B B O 2 ) PR 25 T
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WL I A RAE AT H 1Y a5 T b B
B, IR RIFEIZ R R st AR EL
The client should also complete and return to you
the “Customer Service Focus” Questionnaire.
This questionnaire is designed to gauge the
organisations commitment to exceptional
customer service. The results will be used later
in the program and compare to feedback
gathered from both customers and team
members.

ABSAC W F B, AR s e AT A R
FEMKERE. WA, EhIRAES IR,
Don't forget to ask the client if there is any other
information that they think would be useful to
you. If possible get the client to send you this
information.

IFC-CPDF

“Delivering Solutions For Prosperity”

17Page of 182



JO ] 5 0 415

1.3 AhESER

Analyse client information

5 — OIS TR 2 i e AN AR 8 20 1 HE -
KR AR EE R W, B IRME R K
YRR ERM . ZH 3 AN BT OIS 7%
FCHT SNAQ AR TR B 1R B .

You will need to prepare thoroughly for the 1°
Strategic Planning Session — it is a very
important meeting that will set the tone for your
future engagement with the client. Allow 3 —
hours to review the completed SNAQ and any
other information you have gathered.

FE B SNAQ I, 47T & 77 T B4
While going through the SNAQ you should look
for problem areas for example

S Mk E S HAl 3 2 S NAE H AR A
vl TR PULES
Conflicts between the goals and ideals of
the owners and other key
decision-makers.

S G BIE R (X VRSB T Al
FERSME )
Areas where no information has been
provided (this may indicate weaknesses in
the business information systems)

O B N uA] B B U B A R () HU T Areas
where the respondent clearly has
misinterpreted the question

FEE 12 SNAQ I, AT EEAE 1G98 ) i A oK
TR AT ZIH Frae s kS5 5 % 7 B I
FRY PRI % 1) LR R S K

As you go through the SNAQ, highlight areas

IFC-CPDF
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for discussion and look for opportunities to relate
the value of your products and services back to
the client’s frustrations and problems.

o FHE IS5 A A R 17
Set up the “Profit Possibilities” using the
client’s financial data. =

o MERHZWABREIFRIBLE A S I WA &R

——-HZ W B IR RIS WO A L)
Prepare an agenda for the session and send it to =

all participants — please refer to “1st Strategic
Planning Session Agenda” template.

IFC-CPDF “Delivering Solutions For Prosperity” 1%age of 182
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1.4 BIFE—IREIETRIZ

Hold 1% Strategic Planning Session

o TEE RIS TH RIS W T IR Sy, ARE R A
WA &R AN B R, VRIEE IR AR A
(B VP At B0 JE D0 0 2R G A dn i 4 T AR B B E Mﬁ
HZ W IR THRI& " PowerPoint i =
Mo
During the first part of the 1% Strategic Planning
Session you will be reviewing the business
owners personal and business objectives. You
will also be looking at the principles on which
businesses are valued and how systematisation
of the business can increase the value of the
business. Please refer to “1st Strateqic
Planning Session” PowerPoint Presentation.

o ZHME, SWHMAZELZIR—DAEIE. W
Rk AN BRIRAATH L A 5, At
IS BARWGERE K. ARESJHEAT W%, B
il %€ — R A AT SRR LR 7] R
Make sure that you do not do all the talking at
the session. Clients will feel that they have
received more value if they are able to express
some of their problems and frustrations.
Facilitate the discussion to generate a list of
actions to address the frustrations.

o TESUILME, B —IRIRA SNAQ H & B I7]
FRE GG Rl AR PRI R E,  RA] PO E
175 AR AT LS Bt ) 3 R R 3 26 ) gt ) B B &R
&k,  flin, woEhs,  URIRS IS
During the session work through the areas of the
SNAQ where you have identified problems or
weaknesses. As the client expresses problems
relate back to them the different tools that you
have to deal with those issues e.g. the Customer
Advisory Session , Exceptional Service

IFC-CPDF “Delivering Solutions For Prosperity” 2(Page of 182
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Training etc

oM, L SrBTEIA (1APS). X2
25 VAT AL EIEARY N SEE AT 3. AL IAP 7]
DI Al (0 B R B8 0 P2 AR LA L2 A E A, i,
femttk. ZYNHd, R ELMIXLEATE), M
ARAR

Make sure that you identify some “Immediate
Action Points” (IAPs). These are items that
the client should implement in their business as
soon as possible. Some of the IAPs should
have an immediate impact on the profitability of
the business e.g. increase prices. Remember
that the emphasis should be on the client
performing the action, not you.

IFC-CPDF
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1.5 ABERPERXAE IAP KRB ITRIS MR G

Prepare Strategic Planning Session report for client with 1APs

assigned

o ZWXZJE, IREEFZFRE—MHIkE. XMk
B LRSS R E AL e
After the session you will need to provide a report
for the client. The report should provide an
“Executive Summary” of the days events. It
includes:

=

25 B R
Congratulations letter for the client;

(eSSt
Executive Summary;

SLEIATE) A
Immediate Action Points;

HFES B
Schedule of monthly meetings;

/NH 2B TR E 3
Scheduled date for team meeting;

T RE B EANE, SRITIhE
B

Details of all the issues raised ,
cross-referenced to the action list;

AH HARTE 5 I
Mutual Commitment statements; and

TEMPATEE R, SRRAER =, B
J& BPIP T H H (I AH S B AR 45 o

A detailed action list cross-referenced to
the products you offer and the relevant

IFC-CPDF
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Module of the BPIP program.

1TEhTE R AR AR, IR IAT S, i,
IAP, A IAT3).

The action list should be specific and split into
short-term e.g. IAPs and longer-term actions.

A A O A E S W, B — IR RI &
WHRE" A

A template for the report has been provided —
please refer to " 1st Strategic Planning Session
Report” template.

WA RCUIES W JGH 7 RNIEER . HidfE
FEAR A B — P K G 45 %5 71 4T Rk i A A AT W
B 7z

The report should be sent to the client within 7
days of the session. Ensure that you call the
client a couple of days after sending the report to
ensure that they received it.

IFC-CPDF
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1.6  BIMFFERIRFAEM, HREIFERRERS

Establish the basis of the on-going relationship and send an
Engagement Letter to the client.

o TEHRINHE LW, ISR IR S G
(N NEST
During the Planning Session you will have
established with your client the nature of your
on-going relationship.

o FFEMERABAMMIEN. RELE SR 2 e

A BPIP iR, BRI — R SHRIE i,
flln, CAS, TAS, B “RIRS—F015%
— " B,
Two alternatives exist for the on-going
relationship. You will either have engaged the
client in the full BPIP program or you will have
bundled some services together such as the
CAS, TAS or “Exceptional Service — Leading
The Pack” seminar.

o HEMIGEHAE, RN AIEEIERSH —KERIETT

R Wk s —BESE . XN LIEBAHER
SRR IR VOB HT IR e, REAFESS
JE ) 4--5 KA.
Ideally you should send the Engagement Letter
with the 1% Strategic Planning Session Report.
This must be done while the session is still fresh
in the clients’ mind, approximately 4-5 days
after the session.

o IRTELLEAE BT IORIAMR) Z . S0
CEERT BEARMFER. XU RRE TN .
You will need to confirm your arrangement using Qi
an Engagement Letter. Please refer to the —
sample “Engagement Letter” template

IFC-CPDF “Delivering Solutions For Prosperity” 2fPage of 182
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provided. This letter contains the following:

SR IE-IRE iy (YINEA U RN (S PN
An outline of the work you will be doing
together;

S XUSAAISEAM (A RERITEOLR, M
AR 7 L ELREARAT ik 1 05 A 35K)
The fees you have agreed upon (where
possible you should try to arrange for
payment to be made by direct bank
transfer);

D X7 AH B A A
Your mutual commitment statements ;
and;

O WM IIS X5
Your terms and conditions.

—M KRG 5% S P ER .

Follow up with the client a couple of days later.

IFC-CPDF “Delivering Solutions For Prosperity” 25age of 182
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1.7

SRE/NA R R — AT SPS 4R

Communicate outcomes of SPS to your team members

AN B S T I8 L 5 A At 5 360 Jot ) — 2
Z 5 TAFHIBLH .

This stage is only applicable to those consultants
that have other team members working with
them.

AEOR BN R T AR B8 — U T Rl 2 WA &5
RREIEN] . {EBPIP WUH LMW, X—x8
JEHE B, IRENARR T T 2 E 2
AT . Xagm )z DB IE — 41k,
T G HAR P 2 75 2 X IX M R iR 55 IO R

It is important to keep your team informed on the
outcomes of the 1% Strategic Planning Session.
This is particularly important during the early
days of the implementation of the BPIP program.
Your team members will need to hear how well
the program is being received. This will give
them the motivation to integrate the program
and think of other clients who would be interested
in the new services.

M2 WAL L 2 4 FH SRR AT et iz 300 H ) R
P o

The meeting should also be used to generate
ideas on how to improve the program.

BN WHER W . BUEN BB A4
An agenda should be prepared for the meeting.
Agenda items should include”

S BIHER:
Background of the client;

O H5iEE I — IR R 2 WARTE R ;
How contact was first established with this

IFC-CPDF
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client;

S SO R Y )
The items raised during the session;

S WIARATANE A
The identified action points;

O RFEERARMIFF A
The nature of the on-going relationship;
and

S Sk RS HY R AR .

Brainstorming for ideas.

o WHZN NARRSVUIRHICIR" WIE.

Please refer to “Team Planning Session
Debrief” Agenda. =
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1.8 A E 12 A% ik =4k

Schedule client program for the next 12 months

o M THRI S VER A MEER K G E T
Send the Strategic Planning Session Report and
Engagement Letter to the client.

o EZHITHASE 12 NAHMEIEETRIF,
Include details of scheduled dates for the next 12
months including:

S BHK 2 AN/ BPIP ff RS 21
The monthly 2 hour BPIP Strategic
Management Meeting;

S B IR/NHMESL
The 1% team briefing session;

S BB G
The first Customer Advisory Session;

S ATLEAE
The Team Advisory Session; and

S MRS —F 1 — 5
Exceptional Service — Leading The Pack
training.

o EHCHWLIEHC EARHIXEEH .
Diarise these dates in your own diary.
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B 7RIS L T A A
Module 2: Understanding the Customers,
Markets and Products

MEAR
Overview

s RS L B . A R AR A ar ek, BB RTINS Al R 2 Ok E
Feedback from customers is extremely important. ~ Sales are the lifeblood of any organisation and
increasing the level of sales generated is vital to growing the business.

FERRER — B, R EITH IR R B AR, 1 AR IR Al & Hs R R 3
Bz, WRIA LR WIS () 22, B2 AR5 AR T YR A B AT T
ANV RANANE R T T . TXEEE B RO VR EE AT (R AR 2 () Al

During Module 2 you will need to begin talking to the clients’ customers to find
out how they really feel about what the business does and how they do it.
Customers are more than willing to tell us what they like and dislike about our
business if we take the time to ask them. This information will be used as one
of the foundation blocks of the improvements you will be making to your business.

FEPAFR S T, AR EAFE 5 LA, 7€ BPIP I H (1 5 A 2 R THIscR Rk
WEER, FPAREEER,  XAMAR 2 ek UK R B AT AT R 5 TS
S g e RS AV A R TH RN

Prior to seeking customer feedback you will need to enlist the help of the team members. It is
critical to get team member support to the BPIP early in the program, especially when you
consider that many of the suggestions for improvements to the business will come from the team.
They will also be the people who are responsible for implementing those changes and making the
business a success.

MR P JATRIL, BRI R TS 5K, R SeE )R, e SCE RS
EilUN!

Through our experience we have found that involving your people early will accelerate the
progress you make and result in more a more motivated team!
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FEZS)HEE
Key Learning Objectives

N HTEAZE TR - T RRRIBIE, WA R 3] H AR —
L Py 25

The following list details some of the Key Learning Objectives of Module 2 —
Understanding the Customers, Markets and Products:

o MRTZERENSNHIH;
To engage and commit team members to the Business Performance
Improvement program;

o TR T EAER,

To understand the needs and wants of the customers;

o AR ARY IRy T AT ARG, IR T A BE ALk 5
To learn what your customers think you do really well and what
improvements they would like to see you make;

o JUIRLLTR EMIER N BIPLA 107 dh

To apply the needs and wants to the current product offering;

o PPALIRRMI R T I T S I

To evaluate future product, market and competitive strategies;

o MHTPPOT Al PR H R 2 AR ST I AT R O

To assess the present internal commitment to customer service;

o EHTFHIEAMIM “A” KK,
To begin to identify your “A” class customers; and

o HTIAZ A, FFEAER A AR R A B R R
To analyse the current client base and identify the type of clients that you
wish to work with in the future

IFC-CPDF “Delivering Solutions For Prosperity” 30Page
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T.H
Tools

FERTUEMRG TR, XET RS “Beminfs wangsn oS

TIR)o
The following Tools have been provided to assist you. These Tools are
cross-referenced throughout the “Tasks to Be Completed” section (denoted by

@):

o F—IXALEVIRIER
1% Team Meeting Invitation

o BRI TEVINFERIA

1% Team Meeting Agenda Template
o IR T T

1% Team Meeting Checklist

o X T £ PowerPoint {7
1% Team Meeting PowerPoint

o HEEARAN G TAER A
Authority to Talk Directly to My Team Members Form

o MATLRBME (BFEMIVITEESR, BHBUREE, 7TREHAE
7] 25%)
Team Member Feedback Packs (includes a letter from the owners, a
letter from the consultant, Team Feedback Survey)

o MILRWIHTERM

Team Feedback Analysis Spreadsheet

° SR R AR

Team Feedback Report Template

o EIAEWSTIEEMR (B BIEREAR, CASHERIHH, SUWUUER
A, CAS EFfFATM, CAS Bk, CASIKUHME, HEBAM M
P8 L PR BCE T AT B R A SR, S f3es, ARG
5, CAS R HER)

Advisory Session Resource Pack (includes sample invitation, CAS
checklist, sample session agenda, CAS Facilitator Guide, CAS

IFC-CPDF “Delivering Solutions For Prosperity” 31Page
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Feedback Form, CAS thank-you letters, survey template and survey
letter from business owner/ Managing Director or CEO, letter from the
consultant, survey thank-you letter, and CAS Report template)
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AR R — R
Typical Module 2 Program

: o0 00O
kR S 2 R
Provide feedback to
owners

: T2 CAS 5 AT IAP

e Prepare CAS report and update IAP’s
[ ]

[ ]

AT E e

[ ]
: Hold the Customer Advisory Session
[ J
[ ]

BEAT I A
Undertake customer surveys

(- IRN AP

Prepare for Customer Advisory Session

AN 5 k2 U 44 B

Identify — customers for the Customer Advisory Session

RIL " A T RGHE AR

Distribute “Team Member Feedback” surveys to team members

&

AFF B M 2 TR BPIP

Hold a team meeting to explain the BPIP to all team

&
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i 76 AT 55
Tasks to Be Completed

2.1 ABHARISHFTAE R LER BPIP

Hold a team meeting to explain the BPIP to all team members

o HEITHALKSFFRREER, IRTZEFAbA]
YT, ARATRBE SRR A N E . AR
i N AZME R AR ATTAE 5 T H 2 5 AR DL S A
AT andey g b 3R AL B
It is important to get the support of all team
members to the program. You need to explain
how important their views are to the owners of
the business. You should also outline their
involvement in the program and how they will be
assisting the business.

o LfE, REMMSWUHINE--ESI “H—IR5&E
TEVOFE" AR, SUWBIZAHREN A =

Ensure that you have an agenda for the meeting
— please refer to “1st Team Meeting Agenda”
template.  The meeting should cover the
following:

S TH MK
Overview of program

o bz skl
Vision of the business;

S L B PY 5. T |
Overview of the 1° Strategic Planning
Session;

S BB MSHIHK
Purpose of the Customer Advisory
Session
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S ATLRBCHA
Explanation of Team Feedback Packs

o R{tH PowerPoint j#ERF, W “E—KRTE
W PowerPoint {EfR" A =
A PowerPoint presentation template has been
provided, "“1st Team Meeting PowerPoint
Presentation” template.

o HUAHMITE, H— KR LW — MR
B #EAT . FAMTEBCZAE S T ST, I >
RO R, SN B RRTAW W
HEEIE . ==
Ideally, this first meeting should have a social
element to it. We suggest that it is held on a
Friday afternoon and that light refreshments are
arranged. Please refer to “1st Team
Meeting” Checklist

o WEN R ITRBIME" KT
“Team Feedback Packs” will also need to be “_‘3,_

distributed.
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22 RBRILRBR

Distribute team member feedback forms

TER IR TIRGOCIF AT, AR ATEAS AR
BHEMWPHAEN, RVRFER G TH#TEE. S
W BEES ARSI G TXHERN .

Before you distribute the Team Member Feedback
Packs you will need to get written authority from
the business owners to communicate with their
team members. Please refer to “Authority to
Talk Directly to My Team Members Form.”

fEex Bl TRGHEHT U, JHEEHE. “R/AT
RS AR U e R, 1K SR
fii:

At the meeting explain that team feedback is being
sought and the purpose of the feedback. The
“Team Member Feedback” Packs should be
distributed following the presentation. These
packs contain:

S —H “REEZER/EBELHEREBEIITEN
B, B TG EZMNE, REFEE
WA B & T E— 2
A “letter_from the business owners /
Managing Director or CEQ” stating how
much the team member feedback is valued
and how it will assist the business to go to
the next level;

S —H REEWMBUTKIME", YRI5 R
XA,  FFORIEE A RS R AR R . X
BMEENZ U], WERESRSE AR,
[T A R LA — i E R E A [l A 2R )
G HIBR . AR N ELEAS 4 A
A ‘letter from the consultant” that
provides instructions on how to complete
the survey and assurances that survey

IFC-CPDF
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responses will be kept confidential. The
letter should also state that a report
summarising the results will be prepared
and made available to all team members.
A deadline for the return of the surveys
must be given. Surveys should be
returned directly to the consultant; and

S RTRMER ST R THE R
%, SR, FEAARS, WESNE =
.

The “Team Member Feedback”
Questionnaire is designed to explore the
team members’ perceptions of customer
service, management style, products
and services, markets and roles.
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2.3

HikS g P &l K% 4 5

Identify customers for the Customer Advisory Session

o ARV T E M E M A BB S INE S G
The business owners need to identify who they wish to

invite to the Customer Advisory Session

o [AANIIPTAE MR, fRAINIZENE AT REIE S IN%E

Bl

Explain to the business owners that they should invite their

“A” Class customers to the Customer Advisory Session

o ULHI, * ARBURRZABLER AN EN B . Al

1%

Ak R i 2 O E -t IR A A, 5 AR
Bh. BB HEMIZ RN AT SRR A
R, XFE, ARkiR] PR BRI G EE . “A” SR

i
Explain that “A” class customers are the ones that
most valuable to the business. These customers add

are
the

most value to the business — they are profitable and easy
to deal with. The Customer Advisory Session should
seek to identify the needs and wants of “A” class
customers so that the business can then identify

strategies in order to attract more “A” class customers

o AT MIZIRAE Z AT A RIEIIG R, X

B RZAIBIE S N e
The business owners should be able to easily identify a

list

of customers who they consider to be “A” class. These

customers should be the ones that are invited to
Customer Advisory Session.

the

o CHMIXBIE SR, MFTUUTHBMERE ‘A" REBER
HEMEBR, JRfE T ARG 2 IR . X2
DG i i b B8 R R 5 92 R Y TR U 22— ---- G0 R A ER 1R

FE A (1 Y

By categorising the customers, the business can begin
to focus on the needs and wants of “A” class

IFC-CPDF “Delivering Solutions For Prosperity”
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customers and define ways in which the business can
attract more of this type of customer. This is one of the 4
key principles of “The 4 Ways To Grow Your Business” —
increasing the number of customers — of the type you
want!

FEREAP B, b R EARE e A" R
ALY o FEARTUH B Ja IR B (B8 1B Be---- i 378 A Al
R A E A — AR AT REUR T .
At this stage, it is sufficient for the business owners to
informally identify their “A” class customers. Later in the
program (Module 5 — The Strategic Marketing Plan) the
business owners will go though a formal process for
identifying “A’ class customers.

IFC-CPDF
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24 WEEFSEHE (CAS)

Prepare for the Customer Advisory Session (CAS)

o H UL (CAS) W H HIAE T M IX L 3= ZLpi%

(‘A" ) I8 LSRAG VR S 5. SR H IR LB i %
) B it A2 A AR AR A f)---- A TR T AR S I
A AT AR b ) R SRR T R B R 2 5 X RS B =
ek, ESN “HHE" BEXHE.
The customer advisory session (CAS) is
designed to seek detailed feedback from the key
customers (the “A” class customers). Feedback
from customers who attend these sessions is
very positive — they enjoy being consulted and
their loyalty to the business normally increases
as a result of their participation. Please refer to
“Advisory Session” Resource Pack.

o CAS [MFAEHZ 10 2] 12 MK 2 [/ Pl
WO — A AL AR (BRI ) £ 1F 2
The ideal group size for the CAS is between 10
and 12 customers. It is recommended that a
neutral party (consultant) facilitate the session.

o NORFEE SR T AE — e BRI N, HE,
L AR 3 HH IS o 2 of A Vi =5 A0 7 1D, AAdAT
A AN B 5 T (B T AT A AR L
%), Customer feedback can be sort on a range
of issues but the aim is to find out those things
about the business that they really like and those
areas where they would like to see changes
(including, what those changes would be).

o MM EEIEA K _“HEHBIE --ES N BNE il
FYE L. =
Customers are generally sent a “written
invitation” - refer to “Advisory Session”

Resource Pack.
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ALV IE 25 SN % 7 G2 B2 R — 1 4
o VR U ARATIAE AT 2B Y S A5t 5 3T S5 S Y
it

Some businesses choose to send a report to the
customers who attended detailing what
improvements they are going to implement as a
result of the feedback received.

CAS A DLk . IXFEAT LMEARNV T #AE 50T
X, RANAERZ, KEIFASK BT
Z: 5K P AT .

The CAS can be audio taped. This allows the
business owners to listen to the session
afterwards. Our experience is that audio taping
the sessions does not affect the level of
customer participation.
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25 HATMEAE

Undertake customer surveys

o IEIHANAGMELR, N LML CAS .
RGBSR R BB AR R Tall
PR R =
Customer surveys must be drafted and should
focus on the same topics as those that will be
discussed at the CAS. A “survey template”
can be found in the Advisory Sessions Resource
Pack.

o JITAEIIBIEHIRAZM CAS K%, #N 42
RIHE — i, AR ARt 8 24 e ade 1K
S .

All invitees who decline the invitation to the CAS
should be asked to complete a survey. Other
customers should also be selected to survey.

o IXUMAREIEN LA LA R A W
PRI, I IR T B, ] A =

TAM AR A RS . AR AR
£ Bl WEXHE .

The survey should also include a “letter from
the business owners / Managing Director_or
CEQ”_stating how much the customer’ feedback
is valued and how it will assist the business to
better serve them. A sample is included in the
“Advisory Session” Resource Pack.

o AFAEN AL —EH RAFMBIANAE" %G
LU R E WS,  IFRIE T BRI N L
AR o IZARIE N 2 [F S IR & R e, 4
K 368 3 A b 2t HL AR AR S T 2R i SR ) X

HE, ST, SRR e =
VRSO T L.

The survey should include a “letter from_the
consultant” that provides instructions on how to
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complete the survey and assurance that survey
responses will be kept confidential. The letter
should also explain how the participants will be
kept informed of improvements made to the
business as a result of their feedback. A
sample letter is included in the “Advisory
Session” Resource Pack.

HARRIEG, A Z iR A RNAE e R B RN
M E —H_REET . ES N WS EIE S
£,

Ideally , all participants should receive a
“thank-you letter” after completion of the
survey. Please refer to the “Advisory Session
Resource Pack.”
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26 HIFF,EH

Hold the Customer Advisory Session

o HPHM—MRAE 2.5 3| 3.5 /NI Z[A],
The Customer Advisory Session will take
between 2%/,-3%, hours.

o AMEMZEREALS N HES— ALY, LA AT
zh,
The business should provide a gift to participants
to thank them for their participation.

o JREITAFEMLr. WRAWRE, ZWRERFE. 1K

WA, A B, AR LR, ™
HZIL "CAS ", =

Logistics will need to be arranged. Where
possible the session should be audio taped. You
will require a whiteboard, paper, pens,
recording equipment and refreshments. Please
refer to the " CAS Checklist”.

o MEEHERERM SWBHR" (DH et

WHIBEAT ---- 5 23 A] DAZ IR 22 18 ) ) o
Copies of the “Session Agenda’ should be =

provided to each participant (to assist in the flow
of the session — participants will be able to follow
the questions).

o TNV ELE AR EMidx, s (b
i ) EIAFHCIA R AT A . ES W B
SRR FI_CAS FFHAFM . =
The facilitator should take notes on the
whiteboard during the session including a list of
recommended (by the customers) short and
long-term actions. Please refer to the “CAS

IFC-CPDF “Delivering Solutions For Prosperity”
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Facilitator __Guide” within the "Advisory
Session Resource Pack”.

o XIS X4 TR, JFE 2 AR
SR — DR, RS2 H U4
W “HiE” MLEEITaY.  ERREITERS

TEWRMER----ES W “BHESEREXHE \Xﬂ
] “CAS RIEE" . =

Ensure that the participants are sincerely
thanked for their participation and told “how” the
business will follow up with them. The
participants should leave as “advocates” for the
business. Ensure they fill in session feedback
forms — please refer to “CAS Feedback Form”
in the “Advisory Session” Resource Pack.

e CAS JIEMHE R, ZEHEiiZhEHFK—H X
CREHMET . FEARIE B S TP PR Tl
Fo =
The day after the CAS a “thank-you letter”
should be sent to each participant. A sample
letter can be found in the “Advisory Session
Resource Pack”.
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2.7 % CAS IREFEH IAP
Prepare CAS report and update IAPs

o ZWXE, WHESGFS MR mRE.
5 A T
After the session you will need to provide a report
for the client. The report needs to include:

O RIEME,
Executive Summary;

S WA, i, M, SIS
Overview of sessio n e.g. Location,
number of attendees etc;

S Ia) AN S LR IR 5
A review of the questions and customer
responses;

S FWHATENE . ATEIE RN S AAK, JF
SR ER, Bl AP, FKEIATE., fER]
ReIHL T, KATEhS BPIP T H IAH G
BRBR R K
Suggested Action List. The action list
should be specific and split into short-term
e.g. IAPs and longer-term actions.
Where possible relate the actions back to
the relevant Module of the BPIP program;

S GG RAG (WERA H)TE);
Summary of customer survey feedback (if
applicable);

O XErBE RN BRI E R, 517805
HHE SR,
Details of all the issues raised ,
cross-referenced to the action list;

IFC-CPDF “Delivering Solutions For Prosperity”
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O MW R E,
A list of attendees; and

S GRS UG R ) F B
Copies of the completed session feedback
forms.

o ATBNIE B BIAT B AU X B 50 A M B AN S
[Fj3 7. The action list must address the major
frustrations that the customers have with the
business.

o IRALHIMEHIBA--ES Y BN T A
Hi” CAS R #EAR .
A template for the report has been provided — Tl
please refer to “CAS Report” template in the
“Advisory Session” Resource Pack.
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2.8 mENETE NRAE IR

Provide feedback to owners

HaNH A #F W, JFribiTiEik CAS «ilth)
MEOL. XTI TAERN 7E CAS 45 5 Rt 1T (18
FERL CAS i Z |l

Meet with the business owners and provide them
with an overview of how the CAS went. This
should happen as soon as possible after the CAS
(prior to completing the CAS report).

fa] EE s [l i WEAT I oL, B, A2
S, AR 4 T

Briefly review how the session went e.g. how
many customers attended, what their general
mood was etc.

[ AV BT il AR s R Y A B B A ], X
A e A AT] A B gl R R ) ) -V R T
HHIANH AR S EER R —.

Provide the owners with the most significant
issues that were raised. There may be things
that the owners wish to address immediately —
removing key customer frustrations is one of the
keys to increasing you sales.

DI 5 1R AN S0 5 AR R ) B T R A
Discuss the 5 most critical things that need to be
addressed in both the short and long-term.

e prE & —iif it CAS 5. M
AR AR N 5B S A5 R AL

Together, review how the CAS report will be
formatted. Decide decided upon the format of
feedback to be provided to:

S NG
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Participants;

O SERIFAC B E & AN 5

Survey respondents;

S HAMEIZE CRPIBIEZ NS UH]);
Other customers (who were not invited);
and

2 nl.
Team Members.

o LRBUERIN AN —8, B, SRR
Apef LA S AR I A ik 25 B 07 N G
Agree on a timetable for the distribution of the
feedback e.g. how and when the various reports
be distributed.
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R =1 72 LA
Module 3: Defining the Business Model

Wik
Overview

PR =R E A, RAE NSRS H D L E M. X AEBU H 2
AR E T, W, WRE A RR A2 N

Module 3 — Defining the Business Model, is a key milestone in the Business Performance
Improvement Program. The purpose of this stage is to define the way in which the business will
operate in the future — to define the future business strategy.

NBEH B, BATE S E SR M ERATIL TSR fle AR /5 B E Alb 2 75 B 2 4k 24
AT R .

In order to do this we will first need to examine the competitive nature of the industry in which the
business operates. The decision then needs to be made — should the business continue to operate
in this industry?

RBCRAS AR G e B, AV RS e AR N A e BEAT S, B, B
AR 5 S S o

Assuming that the answer to this is yes, the business then needs to decide how they will compete
— define their competitive strategy.

— BB ) E e B, U R SR TN, DAORAEARL BENS 1K B FL I 55 ) 2278 H Ar
AN REIE ARG 1S B PP A AR I 3 B < A0 i 5% 5

Once these strategic decisions have been made, financial forecasts must be constructed to ensure
that the business can meet its’ financial objectives. This will also involve examining the working
capital and funding requirements of the business.

FEPTA KR SRR e a, AT DIT G B A AV AR TR, T2 ) B At AT TR ey
SEHUARATTE H 5
Once all these decisions have been made the business is ready
Q " to start documenting the Strategic Business Plan — detailing how
/ﬁ they will achieve their objectives!

=
S
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FEEIEGE
Key Learning Objectives

THNHERFEMPIE TBP = - RN BB ) HARH)— S 2R
The following list details some of the Key Learning Objectives of Module 3 —
The Business Model:

o ARV T AL TE S AT BT A
To understand the nature of the competitive environment in which the
business operates;

o [fRFIZANEE I FE AR,
To understand the key influences working on the business;

o il T ARV T TE SN
To establish the current competitive strategy of the business;

o IREAMV AR B 58 S s 5

To explore the optimal future competitive strategy for the business;

o AN MR, ARV OB I SE SRS I AT AT
To draft the first revenue model for the business and thus evaluate the
feasibility of the proposed competitive strategies;

o 1A E bz S K
To finalise the Vision of the business;

o THRAIR I Y SRV
The understand the working capital and funding requirements moving
forward; and

o JHIREEE Mlbikms Xl

To start documenting the Strategic Business Plan.
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LA

Tools

THTHREAUFEPIR L. KETHREE “HemiEs” %B%*Eﬁé%ﬁﬁ(u@i%

).
The following Tools have been provided to assist you. These Tools are
cross-referenced throughout the “Tasks to Be Completed” section (denoted by

&),

o BT UURIETHRI S BB pR

2"Strategic Planning Session Invitation
o RIS THRI S TR

2" Strategic Planning Session Agenda
o B YRS THRI S BUHE S R

2" Strategic Planning Session Checklist

o JHF (Porter) 1TMLANSES A PowerPoint JH# 7~
Porter Industry Rivalry and Competition Model PowerPoint Presentation

o ATMFTES T TAE TN
Industry Rivalry Analysis Workbook

o “flENL” PowerPoint &7~
“Positioning Your Business” PowerPoint Presentation

o ARNENS TAETH
Position Your Business Workbook
o USP Lk X B
USP Brainstorming Session Agenda
o USP Lk X HEwTE 1
USP Brainstorming Session Checklist”
e USP 1734l
USP Action Plan

IFC-CPDF “Delivering Solutions For Prosperity” 52age

of 182



JO ] 5 0 415

o THMIFEA (WHFEMEME, WEHNFERMIESRER)
Forecast Examples (including Profit and Loss, Balance Sheet and
Cash Flow Statements)

o IFEARMISN B 4 7 KA 75 P4 AU PowerPoint J 7
Calculating Your Working Capital Requirements and Breakeven
PowerPoint Presentation

o VLB & T RAE TP TAEFM
Working Capital and Breakeven Workbook
o FhBI T LAETH
Funding Analysis Worksheets
o AL ARIETHRIFA

Strategic Business Plan Template
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AL IR = FE Fr
Typical Module 3 Program

o000
FRIB RS (ol e o )
Start documenting Strategic
Business Plan

THELIR B B G A SR
Calculate working capital and
funding requirements

B Al s
Draw up a revenue model for the business

LB e SR aE | SRR, #ie USP
Brainstorm how the business will differentiate itself - etermine the USPs

WA I LE T PR SE s, PRA L e Rk
Determine your competitive strategy within those segments and evaluate alternatives

B e, LA E R
Determine the purpose of the business, the industries and segments

Vi wich tn anerate in

°
°

: SERAT AL E 5 TAE T

e Complete industry rivalry workbook
°

[ ]
o AFHE_IMIMIHRITIES
: Hold 2™ Strategic Planning Session
[ ]
[ ]
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o 7o AT S5
Tasks to Be Completed

3.1

A I AR TRl = X

Hold the 2" Strategic Planning Session

i%i%%)ﬂ----w* IE EL T WA 1 7 AR X
ez, ESN CE IR T RIS OBIE R
Invite the cllent — use a letter/fax/email to confirm
arrangements. Please refer to “2"% Strategic
Planning” Session Invitation

A S R E A — AN SIS B, R RE
S CHL SR A T

Arrange venue — try to use a neutral venue —
there must to be no distractions.

BN - NHEE BN
Refreshments — morning / afternoon tea should
be arranged.

wWht--—- A,  HRE, %H‘E(ﬁﬁl PowerPoint T
wZH), 4 E, BREAG “ECX
AR TR e I HE R IR B,

Equipment — whiteboard , marker pens,
computer (for PowerPoint presentations) ,
paper, pens, projector. Please refer to “2"¢
Strategic Planning Session” Checklist

FIMRHES I T 2R . S0, 88 Z IR
RISV BADFETF U R WFE K45 T
AZEH

Ensure that you have an agenda for the session.
Refer to “2nd_Strategic Planning Session”

IFC-CPDF
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Agenda. Send the agenda to all participants at
least 2 days before the session.

55 RIS TH R 2 BRI 8] Dy 3—4 AN/ .
The 2" Strategic Planning Session should take
approximately 3-4 hours.

55 ARG TR 2 BB AE [ A b M 2 A 51 T
AHEAGRAT TR s 5 R, BT A S
HIREA MRS AR AEEK, WA
ANV AR ARG . X 7 EE R AR AL B AR AT
AT LA

The purpose of the 2" Strategic Planning
Session is to review what has been learnt from
customers and team members and apply this to
how the business should move forward. From
this the future strategy for the business can be
drafted. This will require identifying the
industries in which the business will operate and
the competitive positioning.

IFC-CPDF
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3.2 BRATWFESTEFM

Complete industry rivalry workbook

o TES RIS TFRISWZ AT, 5ESERIFER
b AT 2 o 2 U S T At AT i B 4 AR AR 4 i A0
RRIATI K A TR . X5 B AT RER IR
BAEATIL P2, R AN ELER R
Prior to the 2nd Strategic Planning Session
contact the client and ask them to bring to the
session any information they can find on current
and future trends in their industry. Possible
sources of information include industry bodies,
journals and the Internet.

Dol
o NHERPRF(Porter) Tk ze A . X B YR =
4L PowerPoint R R -8 & 0L B EE
(PORTER)TMV TR+ AL,
The Porter model of industry competition should
be revisited. A PowerPoint presentation has
been provided — please refer to " Porter Industry
Rivalry and Competition Model.”
- o N Tl
o HHRRAE ) SEMAI SNAQ ATV 38 4 ATl 43 =

Tl ESE TAEFM . KI5 SNAQ AN
BUASARFATIE B A e E R, R 2ise
FAATT AT Y 38 4 AR T 0

You will need to make sure that you have the
clients completed Industry Rivalry Analysis
sections of the SNAQ and the "“Industry Rivalry
Workbook”. Based on the information
provided in the SNAQ, any industry research
and discussions, the client must complete their
Industry Rivalry Workbook.

o IXFMINZRIH IR T T N AT A 2K
Wl Fo XTGP M AbAT S AN BT 58 AR 1Y
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Fiml, WBIESER A AR RN, DL
e A L FE R e B A . NIXRERY b a]
AR IMAAT R AT 7, Ak mT AR E 2 7
AT E . KR — AR
BB, A AR 52 m 2 A B R R AR

The purpose of this exercise is to establish how
attractive the industry in which the client
operates in is. This will require an analysis of
the nature of the relationship with customers and
suppliers, the barriers to entry that prevent
new competitors entering the industry and the
substitutes that are available for your customers.
From this analysis the profit potential of the
industry can be established and the owners of
the business can decide whether or not they
should remain in that industry. This is a very
important stage of the analysis and results will
influence the future strategy of the business.

IFC-CPDF
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3.3

L B 8, ATMLAPTAR 5 1T

Determine the purpose of the business,

the industries and

segments that the business will operate in

o HARMEFTARAT W AT R A58 . BLE R B UE

e ARV 17 N 4K S N FX LeAT L

Conclusions should be drawn about the nature of
the industry(s) in which the business is operating.
Decisions now need to be made regarding
whether the business will continue to operate in

those industries.

o IR R

The following questions must be raised with the

client:

D A 4aERM? R EEB B RFRF G2
WA RN IGTR? W RIREHE— B B2
Sl SRR N N 478 AL H A

BEAT AL
Why are you in business?

Is your

primary purpose to make a profit? Or is
it to meet a market need? If your sole

purpose is to make a profit you should not
proceed;

PRy B R M T 3 75 R & R 56 4
XFZ— B 72 nE g, REET
45 T 4 BT BR AN TS IR BE 8 AE AT A 1)
K E s 2

Is the market need you wish to meet
already being serviced by one of your
competitors? If yes, canyou do it better
or cheaper? Can you improve on what
they are doing?

IFC-CPDF
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O WERXA T T SRR AL, VRE 2 X T
TR AT 2 K2 ZFEMAESRS? 1
RGN 2 AL &[] i B AR 2
If the market need is not being service,
how much will it cost for you to meet that
need? Wil it be worthwhile? Is the
market big enough? Will the returns be
worthwhile?

S ®Ja, AR ISR S, T

W FEARAFIGE )52
Finally , do you have the resources
(funding ,  expertise ,  capabilities) to

proceed with the strategy?

FEAREIE T R A 2 Ja, R 2 E S
(17, AV Ey R A DL S L — AR B, R, 4
WAEMNEERR. R~elags— 1 elRE.
Once you have answered all the questions
above, providing that it is worthwhile, the
business should establish a “statement of
purpose, " areason for being, the true purpose
of the business. Summarise this in a purpose
statement for the business.
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3.4 BARBYRTERT IR 55 B T 3 10 52 S 6 (i)

Determine your competitive position (strategy) within those
segments

o —HkE TATIL, ANV Zi T A AT 5
Fro  XRFENLANAR RN 158 —E 4
Once the industry(s) have been selected, the
business must decide “how” it will compete.
This is the second part of establishing the future
strategy of the business.

o REFEIF I (PORTER) L4+ E MR, 1S, {al
PowerPoint JE7~FE " NLEAL =

You will need to review again the Porter Model of
Competitive Positioning. Please refer to the
PowerPoint presentation "Positioning _Your

Business.”
o il TR IH AR TR R RS - A, L
RAREE. A T SRR RS TR e —

iy, nLMERA “ Ak e frm TAEF ok 7 Bh i
6 BRI LA .

The business owners will need to identify their
future strategy — low cost or differentiation. They
will also need to establish if they will be serving a
broad or niche market. To assist in this process
you should use the “Positioning Your
Business” Workbook.

o RXATAET MR T e efrie, Il
A 58 B E Al 3 AT (K2R 2]
The workbook explains the theory of competitive
positioning and guides the business owners
through the exercise of determining their
competitive position.
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ANV BT 2 ) e A1) A 2R KGR
It would also be useful for the business owners to
read the following two books;

2 Michael E. Gerber %, Eig E MNAARE T

R4 R EB o N Ak K B8 B Th DA K B % B
4 J3? (Harperbusiness, 1995 k)

Michael E. Gerber, The E Myth
Revisited: Why Most Small Businesses

Don't Work and What to Do About It
(Harperbusiness, 1995)

Michael E.Porter &, %588 4TI
Xt FHIF AR (Free Press, 1998 JiR).

Michael E. Porter , Competitive
Strategy: Techniques for Analysing
Industries and Competitors (Eree
Press, 1998).
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3.5

Sk R Al anfar gE 2] 5 AR AN [F - E USPs

Brainstorm how the business will differentiate itself — determine

the USPs

o T RN IR USPs, TEHAITF—k 24
NSRRI R R 2. AV T A T DL R e

R LZINZIR =W

In order to brainstorm the USPs for the
business, a 2-hour brainstorming session will
need to be held. The owners may choose to

have some key team members at this meeting.

o SNAHWR, FEDETFSHHRRETA 54
Ho. EZN “USP LR B SR BARM

“USP KX R =" HEEIE H .

An agenda should be set for the session and
sent to all participants at least 2 days before the
meeting. Please refer to “USP Brainstorming

Session Agenda” template and the “USP

Brainstorming Session” Checklist.

o MRS A (USPs) & k5 A AS [ il 2
fite USPs v] LLZSEPI, G0 t R E0A RN .
B2,  HFEH KRR (T R AE 2
INTE,  R)E,  TEARMEAT A F15 e 5 5
WX — &, G HEC R A R TR S brEZ .

HZ W “USP 17ahit%1” «

The Unique Selling Points (USPs) of the
business will be the basis on which the business
differentiates itself. USPs can be real,

created or perceived. However the main
objective is to communicate them to your
customers (as your point of difference) and then
reinforce this communication in everything you
do i.e. through your Team Service Standards.

Please refer to “ USP Action Plan.”
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USP 2072 i % i & 26 1Y) 2R 7 ---- 1 2 2% i 1 1)
CAS i i 45
The USPs need to be something that the
customers’ value - refer back to the CAS and
survey results.

Al 75 2R SR ACR AR AL B2 7 R ] T
UPSs 7775, X218 8 Mg I 2 B 7 2
—.  USPs BRI 56 5500 F XK 1)
Riie AAITRE TAHAREIEEER), FfFHALL
XF 5 LS5 RIS R B e 2R AR

The business will need to brainstorm ways in
which the USPs can be articulated to the
customers. This will form part of the Strategic

Marketing  Strategy. USPs are what
differentiates  your business from  your
competitors. They define what is really

important and can be used as a way to focus the
efforts and attitudes of the team.
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3.6 #Eir— MR

Draw up arevenue model for the business

AV AR B 11 A0 e B 0 55 T . X L

BRUERRE TR, YO AfE, eRmIH. -
LTI AT LA Excel K. %20« HMEE -

Financial forecasts will need to be prepared for
each Business Unit. The forecasts should
include Profit and Loss, Balance Sheet and
Cash Flow projections. These forecasts can be
prepared in Excel. Please refer to the
“Forecast Examples.”

PRts FE ORI T 51 T30
You will need to establish the following (for each
Business Unit):

CEEIE

Sales $;

HEHE,

Sales Mix;

B (EFHEEN);

Gross Margin (per sales category);

HEAZ T

Direct Variable Expenses;

[E 2 2 (S BL )
Fixed Expenses (allocated);

SR? 2

BT
The total assets employed ($); and

7 ER (ROI).
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The return on investment (ROI).

BIARIE 5 58 4 R Mg A 5% B AA T RIDT SC A 2%
JEEN. B, RBiFrc@skE, N1 ineE <
ik H AL, M TFHELA TR ES) ERAT
JICHE G XTI KA T 0 A & A A AR
X

Ensure that you take into consideration any
additional planned expenses relating to your
identified competitive strategy. For example,
you may have decided that in order to reinforce a
“premium market position” the business needs to
invest $100, 000 in marketing activities. This
marketing investment must be taken into
consideration in the business model.

NV R 28 N EE? S EAIG? )
RS P R ?

Is it worthwhile for the business to proceed? Is
the business profitable and will it return an
adequate return on investment.
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3.7 TWHERFEEMMERE
Calculate working capital and funding
requirements

IRZ /NN EN RN R SR ERA T . =
ANV IT ARG, XA ) AR A3 R 5 OC
N, BEREEHEREZ, BAEEZ, (HE,
A Ml 75 EEE A BT B A A A7 BT A 57 55 55 HY ) et
M EEW AN, BB I I SE AL
Many small business owners have no idea of the
working capital requirements. This becomes a
critical issue when a business begins to grow
because although the business may be making
more sales and profit, the requirement for
additional working capital to fund stock ,
debtors etc is often overlooked until the business
faces a cash flow crisis.

A B EES I A, AT kA
AN IEA

The purpose of this stage is to educate the
business owners so that their business does not
get into a cash flow crisis.

F—PRITAEMIMRsIE ST RE, HSWL
‘HERRRNFERFRENE T FHLA”
PowerPoint J&E 7~ -

The first step is to calculate what the working
capital requirements are of the business.
Please refer to the PowerPoint presentation
“Calculating Your Working Capital
Requirements and Breakeven.”

B, RTEEGE AR B T T S Ay SR
N EAKF. ESN HERAOER T P S RE
= P45 1 PowerPoint Ji 7~ -
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Secondly , you will need to establish the
break-even sales and volume activity levels.
Please refer to the PowerPoint presentation
“Calculating Your Breakeven Points and
Breakeven.”

RAREAE LT A 3 5E . “ IBh | & & 5 P
You will need the business owners to work
through the “Working Capital and Breakeven
Workbook.”

— BHSER TR R e R E TR, IR ZEHATR
TN, MASLRMBURIEMTR. Ak, RIETEE
X ATART A1 50 Rl 5% IR A8 ) 2 R AT VR . 2
BB TAEF

Once you have calculated the working capital
requirements you will need to undertake a
funding analysis and establish funding sources
and options. This will include identifying the
security requirements for any required external
funding. Refer to "Funding Analysis
Worksheets.”

IFC-CPDF

“Delivering Solutions For Prosperity”

6Fage of 182



JO ] 5 0 415

3.8 FEHES LRI TR

Start documenting the Strategic Business Plan

o AMVIAET LUTIREES Akt T .
The business is now ready to start documenting
their formal Business Plan.

o ARMVAREETHRIRL M i€ kR ok 2—3 FEEFI

HARMSEIX L AR 1%, IRf Sk d, Al
I H RS S M A FHKRAD NH R (S
VLA 58 G SNAQ) .
The Strategic Business Plan should set out the
objectives and ways in which the business will
achieve its’ objectives for the next 2-3 years.
You will need to check that the business
objectives relate back to the personal objectives
of the owners (refer back to the completed
SNAQ).

o IXHFRME T ANVRMRIERIEEA" . b RmE TR =
JE 24 A0 A ARV AR T #7132 B
“A Strategic Business Plan Template” has
been provided. The Strategic Business Plan
should cover the following primary areas of the
business:

S §F-—lsiik
Introduction — Business Overview;

O ikt
Industry Analysis;

S MRAREE AL
Business strategy and structure

S ARG
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Products and Services;

S T
Market Analysis;

S ikl

Market Planning;

S AEFREE
Manufacturing and Operations Plan;
S PRI AR
Product Design and Development Plan;

S NI LA

Human Resources and Structure;

S Ttk AIEH,
Financial Plan including projections; and

S RHKIT I ---Hi T
Future Direction — The Way Ahead.

FIFH 7€ A 1FT SNAQ 5 B /R TT 4h 88 5 Aol ki - &l o
Use information from the completed SNAQ to
help you start documenting the Strategic
Business Plan.
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FREHDY: 7 T4
Module 4: Team Empowerment

Al FE TR — B B A2 2 B bR A 5 e (T B DA b i SRR B A,
HAISZS HRAEE SR, AERXMEHE, A TR E SRR ARAE IR 22 -
k55 B AL .

The primary objective of this stage of the business development program is to motivate the team
members. It is essential that all team members become aligned to the vision and future goals of
the business and have the opportunity to participate. This module will see team members
designing their own service standards and renewing their focus on customer service!

O i
P PR RS =FE
N

Fun = Productivity +
Customer Service
= Profit!
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Xtk Stk AT 2

Managing Organisational Performance

&AM

going

-ou ight

R

A

PrE—--FRATT
f5fm
VALUES
= our beliefs

S5 —SEHERATRI T ta—-BA1IH WA -—-BRATTBAT
—|mpF:Mg our - our re!ls & y -
plan KPIs
P EH 118 Personal Performance Plan
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TS HbE
Key Learning Objectives

NIRRT TEARE 25 1R ---- B TEARAGES 3 A ) H bR
The following list details some of the Key Learning Objectives of Module 4 —
Team Empowerment:

o TAHEER TIEIAERTFOIRREE, BRI R TR 5L
To understand the current level of motivation and team happiness,
and work towards empowering team members;

o MTEARNXR RS IIARE, RS M AN AN R ST R A
To measure the organisations commitment to customers and develop
an internal and external customer service focus;

R DS K- IR PRINIUEE 8

To reduce levels of perceived indifference;

o AN ER A H)IEIE IEE
To engage all communication channels within the business;

o NFTA I T T AIE S ST
To create a learning environment for all team members;

o AR T TR ) B
To understand the importance of an integrated human resource
strategy;

o R PR/ XU X 53 TR
To understand managerial / leadership styles its’ impact on team
members; and

o ST G T RS FRAEA BNV GidR bR .
To develop team service standards and key performance indicators.
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=
Tools

R TR BT T, T RS Raemis mamrsr oD

RN

The following Tools have been provided to assist you. These Tools are

cross-referenced throughout the “Tasks to Be Completed” section (denoted by @).

5 TS U R B

Invitation to Team Meeting #2 Template

G LA 1 Ll 2 WU

Team Update Meeting Agenda

T LT Dl il PowerPoint j8 7R

Team Update PowerPoint Presentation

RTHEBSEE M (BFERTEER, WA, SWHERES, i
N T2 R AR

Team Advisory Session Resource Pack (includes team member invites,
sample agenda, session checklist, facilitator guide and report template)

PRS- A —" BESCAE (BAE VR EEEE BK, PowerPoint 7R AE, A
LTLAEFM, RN THAUE R AE 2% T )

“Exceptional Service — Leading The Pack” Resource Pack (includes workshop
invites, PowerPoint presentation, team member workbook, facilitator guide
and seminar checklist)

PR 5 A T [ AT A B AT B R
Managerial / Leader Attitudes Review and Management Action Plan

A RATEUE B E H BE--- Robert L Katz
Skills of an Effective Administrator — Robert L Katz

THES g 12

Recruitment Strategy Audit

FRHH B g AT Bl 144

My Recruitment Strategy Action Plan

S Ik Y
Selected Recruitment Articles

IFC-CPDF “Delivering Solutions For Prosperity” 7%age
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A T EA6

Recruitment Toolbox

IR IS 2

Training Strategy Audit

H RIS AT BT

The Training Strategy Action Plan

Ul SRR

Training Feedback Form

Il S e g

Selected Training Articles

LUUE FZ W

Performance Management Audit
GUSE HAT BRI

Performance Management Action Plan
LN P 1 G

Selected Performance Management Articles
G E TR

Performance Management Toolbox
S

Rewards System Audit

L BEAT B iR

Rewards System Action Plan

A2 il B S T 30k

Selected Rewards System Articles

G e ZE ADUCOR I BE (0475 I 25 8 2 A0 B 3t 1 )

Team Champion and Happiness System (including surveys and feedback
system)

FE A B St — N O = R
Implementing An Ideas Program Into Your Business

“BATHI SR B R4 5

Our Great Ideas Journal
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AL AR MU A
Typical Module 4 Program

SR AT TR

Implement an innovation program

SEAT D3 56 AR i

Implement Team Champion and Happiness system

S 7 TG00 BN 2L g ) FE
Implement a team performance management and
rewards system

VP A R B AT B ]
Evaluate the Recruitment and Training Strategy of the business

TS NI AT 51 TR (4

Undertake leader / manager training on team empowerment

4

<> RN NN}
[ ]
: BEAT IR FUIR S5 —4- I 58— % ) IR S5 B I
® Undertake “Exceptional Service — Leading the Pack” customer service
[ ]
e training
RN NN}
°
® e s
o BIFMATLHME
: Establish Team Advisory Session
°

AL AL A T7 [ AT CAS [ 45
Communicate 1% draft of the strategic direction of the business and CAS
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i 76 AT 55
Tasks to Be Completed

4.1

AT R LW,  HAI IS T5 TR AIREA CAS 452

Hold team meeting to communicate 1° draft of strategic direction
of business and CAS results

TEARMY B, 153 7 TX AT H 2 & 2 dEH E
T

It is very important during this stage that you gain
the commitment of the team members to the
program.

XA T W) H B2 A6 T T BPIP HIERE,
AR TR B AT Z 5

The purpose of this team meeting is to keep the
team members informed of the BPIP progress
and make them feel consulted.

53 TN 24459 30 b BT A7 2 B 0 B ) 1 R0 B
ZMze. WESN B _RATXUCEERE" &
o

Team members should be formally invited to the
meeting by the Owner / Managing Director via a
letter. Please refer to “Invitation to Team
Meeting #2” template

BFARHERS T 2R 2 W R TS Il
we" WAE

Ensure that you have a meeting agenda — please
refer to “Team Update Meeting” Agenda

IFC-CPDF

“Delivering Solutions For Prosperity”

['Page

of 182



JO ] 5 0 415

o XKL, RILRIZMSE| CAS, %A EH
A, 3L R A G IS A58 1 S B E R .

RETRE, N ZPRRAZ G ML A AN CAS fik it th
Gt i L. WRMAE,  BNIZGBATR M =

— A B BRI WA U] (R R AR K) .
HZ I RTBREHRS PowerPoint 7R, "
During this update, team members should be
provided with feedback in respect of the CAS,
Customer Survey , Team Survey and
competitive strategy conclusions. If possible,
team members should be provided with a copy of
the full CAS report that was given to the business
owners. If this is not possible they should be
given a summary of the key findings and
recommendations (as a minimum). Please refer
to “Team Update PowerPoint Presentation.”

o TEIRML CAS Sisiict, ELAfOR 51 A5 ) i 1h 1) R0t
AR G BRI U 22 R
Ensure when delivering the CAS feedback that
team members are given both positive feedback
and constructive points of improvement.
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42 HBHRITEHX(TAS)
Establish a Team Advisory Session (TAS)

o RITHEWEEAIEW R T, Witk %
FUIRS, & BASCEE T H B
The team advisory session seeks team member
feedback in respect of products, marketing,
customer service, management and culture.

o TAS MEIARFIALE 10 2 12 A2 W, #IE i H
— AL (B WA )R .
The ideal group size for the TAS is between 10
and 12 team members. It is recommended that
a neutral party (consultant) facilitate the session.

T

o HABHEHIR LB TAS—i5 1 * R TEH =

SRS e R TIBE R .

Invite the selected team members to a TAS —

please refer to “Team Member_Invite” in the

“Team Advisory Session Resource Pack.”
o PR, SWHEERARAT. WHR AT =

S FIFE A 17 TAS WAEREA .

Prior to the session, the agenda should be

circulated to the team members. Please refer to

“TAS Sample Agenda” in the “Team Advisory

Session Resource Pack.”

== WH 2 = == ” Y N ” m
o THLZHGHHE--ES N TAS HEEH". =

Logistics need to be arranged — please refer to
the “TAS Checklist.”

o TAS HILL#H. XFERIBMEMI A AMER IR
Wil oL, FATHEIERY], SEIFAEMR
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TZ 5.
The TAS can be audio taped. This allows the
business owners to listen to the session
afterwards. Our experience is that audio taping
the sessions does not affect the level of
participation.

A LUK 53 T S U A rh A A RN Y B ) e e
HoE, 2 UHE S R B R At A7) B 1E = 0 R AR
S fih A7 7 B AV SO T (B, AT A
5)e T FEEEGTH O AR SWOY 4-#,
Fe

Team feedback can be sort on a range of issues
but the aim is to find out those things about your
business that they really like and those areas
where they would Ilike to see changes
(includingwhat those changes would be). The
team members in essence conduct their own
SWOT analysis and recommendations for the
business

IFC-CPDF
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4.3 AT MREMRST--F O = RS

Undertake “Exceptional Service — Leading the Pack” customer
service training.

o XML B IR AE A T AT e R AR AR
FiRS" . BRURL AT 3—4 /Nif . XAFEF IR
B, R B, AR L
The objective of the workshop is to get team
members thinking about ways in which they can
provide “exceptional service.” The session
takes approximately 3-4 hours. The workshop
is motivational and will result in empowered,
energised team members.

o TIEAMIEE L5 T 5 AR 5 I % P £ e p i
B — B YIS . =

Formally invite each team member — refer to the
‘Invitation to Leading The Pack” in your
training resource pack.

o M (REMH P I ) AHE &R (E
TH)-
Arrange venue (try to use a neutral venue) and
refreshments (morning or afternoon tea).

o M-I, HWRE, HK (IF PowerPoint i

RZH), A%, B ES WARKES Tt
TR “FIIERIFR . =
Equipment — whiteboard , marker pens,

computer (for PowerPoint presentations ,

paper, pens, projector. Please refer to the
“Seminar_Checklist” included in your training
resource pack.

o AR, SRR A TR, B

IFC-CPDF “Delivering Solutions For Prosperity”

8lPage of 182



JO ] 5 0 415

BOBRAER RS, MR, RS,
During the sessions team members will be
guided through the presentation. Topics
covered include exceptional service, unique
selling propositions , guarantees , and
attitude.

AEN BRI ONATE R 5 2 @58 52 Tk
G5 AR EA E ENV SRR E — MU ) 2 A
The training is designed to be a “teaser” and
forms the stimulation basis for the development
of Team Service Standards and Key
Performance Indicators later in the program.
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4.4  HAITHSIZBEK R TERBUE

Undertake Leader / Manager training on team empowerment

o ARMVLPFTHE MG NTEE 7EA CHATT XA &
FLIX G A S AP AN 5 T R, X R AR .
It is important that the owners and leaders of the
business gain an understanding of their own
leadership styles and how this impacts on their
business and team members.

o X EAETIAN I ME A B IIEAL 2%
ST A E TR XU
The purpose of this step is to assist the owners
and managers to examine their own styles using
self-evaluation exercises.

o FTA RN T AR 585 X By 3 =
W -2 0 G F/E S E B BT
itk .
All business leaders and managers should
complete the Theory X / Theory Y exercise —
refer to “Leader/ Management Attitudes
Review and Action Plan”

o HIR"— M EHWEN---— P HAx, A .
. WA HE R C—aad” M Tai
CEBATHEEE MR . =
Review of the principles of the “One Minute
Manager” — one-minute goals, praising and
reprimands. All owners of the business must
read “The One Minute Manager” and " Skills of
an Effective Administrator”

o MYIFANMAITER T X /Y HBME)q,
XF P R AR AT IR, il AET s R4
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5”7 H 4518
Once the leaders and managers have completed
the Theory X / Theory Y exercise discuss their
conclusions, particularly in respect of the “Lazy
John” exercise.

o BEALZ PR/ T NERL I A AR 2R O EX

HE —Mrshitkl. BN SR NEBRES
B BRAAT 31X .
Each manager / leader must develop an Action
Plan for the things they are going to change
about their management. Please refer to
‘Leader/ Management Attitudes Review and
Action Plan”

o 1ENATENHHRIKI — ARy, R BT AN 2
B AT A B AT SRS I =S40
As part of their action plan each manager / leader
should identify 3 areas in which they wish to
undertake training.
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45 PPAG ARV FE B AN VI e

Evaluate the Recruitment and Training Strategy of the business

AV HIFH IS AT YIS 2 5 v o2 5, A H bR
M3, XRIEH HEN.

It is critical that the recruitment and training
strategy of the business is aligned to the
business mission, vision and objectives.

B, MERELSERGE SRS, RES
fATT— & h e I AT st HS W
RIS A "R AR AT B,

First you will need the business owners to do the
Recruitment Audit and then together develop a
Recruitment Strategy Action Plan. Please refer

to “Recruitment Strateqy Audit” and "My
Recruitment Strategy Action Plan.”

AR THER TR, RN B TE #F A5
P----Z W, SRR

These are a selection of articles on recruitment
that you should get the owners of the business to
read — please refer to “Selected Recruitment
Articles.”

AV A 2 i E AR AT ST RS, XL
FAFET F7 Z L AE L R s, “ B T A"
St 7 —itdEm e, SIS RN ER B YIE A
T HAE N HIRA

Once the business owners have developed the
Recruitment Strategy Action Plan policies and
procedures need to be implemented into the
business. “Recruitment Toolbox” provides a
selection of templates including interviewing,

offer of employment and induction checklists.

IFC-CPDF
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o HR, oMb AT R ISR S IR 5 B AT =
Aitkl. ES W CEIRI ST A AT E T
X',  EFH TR EEENCE, iEHike
NV 2 B k- W, ) SCE R -

Secondly , the business must undertake a
Training Strategy Audit and develop a Training
Action Plan. Please refer to “Training
Strateqy Audit” and “The Training Action
Plan.” There is also a selection of articles on
the importance of training. Please get the
business owners to read these — refer to

“Selected Training Articles.”

o CSEHI SNAQ N Iy BRI H 70 A B T
R o3 R ) S it
The completed Human Resource Strategy
section of the SNAQ will be of assistance during
this module.
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4.6

PATERNIER . 5= EH B R THSREEE RH &

To implement a team performance management and rewards
system that supports the Vision and Mission

W 1 LEURCE BN R il B 5 ek )i = 5 R E
Haia, & tnLER.
It is critical that the team performance
management and rewards system of the
business is aligned to the business mission,
vision and objectives.

B, WEMIANTR “GREECK” . AR
R SRR . S Bk
LU 5 “ SO EATE R .

First you will need the business owners to do the
“Performance Management Audit” and then
together develop a “Performance Management
Action _Plan.” Please refer to “Performance
Management Audit” and “My Performance
Management Action Plan.”

WATHE RS A — L8 5 G0 3G I S, IR 2K
ARG GV BT A B B — 2 L S B i
" .

These are a selection of articles on performance
management that you should get the owners of
the business to read — please refer to “Selected
Performance Management Articles.”

AL IrA NHE 1 SRCE BAT S T RIBUR G, &
BAEANNPAT X R £ “GRUEE TR
S — LEGHP Al 5 BRAL R IR AR AR

Once the business owners have developed the
Performance Management Action Plan policies
and procedures need to be implemented into the
business. ‘Performance Management
Toolbox” provides a selection of templates
including performance appraisals and role
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descriptions.

o LK, NVAZUBET “RBIFIESHT” , JEHIE
“REHHIEATINIER]” o HS N, LR EZH Mﬁ
5 “REhHI TR . =
Secondly, the business must undertake a
“Rewards System Audit” and develop a
“Rewards System Action Plan.” Please refer
to “Rewards System Audit” and “Rewards
System” Action__Plan. There is also a
selection of articles on rewards systems.

Please get the business owners to read these —
refer to “ Selected Rewards System Articles.”
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4.7

AT R TR E MOk 2

Implement Team Champion and Happiness system

o I BATE ZE AUCR il JBE /& A R s A6 B H ATy 1k Br 22 (1 2R
. eI TR 7 01 ) 55 R SRR B AR AR R A SC

o e — P 5 A i e i) R

The team champion and happiness system

designed to reinforce everything that has been learnt.
It supports the positive vibrant culture of the business

while acknowledging the efforts of team members.
is a motivational team-building tool.

o FRATEVUIRE IR " R T ZE A PRAR " 200 B3 Tk

TRERE. XA

We recommend that you regularly survey team
members using the “Team _Champion _and

Happiness” system provided. The system

comprises of:

S &M,
Surveys;

S rILA;
Analysis tool; and

S RBHER.

Feedback system.

o FRATEVLAREE P A St — IR 53 e AR AR AR &

We recommend that you implement the Team
Champion and Happiness system on a fortnightly

basis.

o VRN R T HAEA R, EXEA R TEE". A L4
Wik g i BINE R, AN OREF 2~ — N %
Fee R PG T AR A N ALY AR IRRHARATISS

TIREE, Bl .

You should formally acknowledge the Team

IFC-CPDF “Delivering Solutions For Prosperity”
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Champion by bringing together team members for the
“Champion” announcement. Some businesses
havealso implemented a team mascot that is given to
the Team Champion until the next champion is
appointed. You may also want to give the Team
Champion a small gift as a token of your appreciation
for their efforts e.g. movie tickets

R R ST — RAF I BT TR . BN E B R R
B R THNEWERNEEEE---FZ N "R TEE
MRIRER" .

The system is a great team motivation tool. It also
provides the management team with vital information
on team morale — please refer to “Team Champion
and Happiness System.”
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4.8  fEARMV B SEREQVHN -5 RS eE TR
Implement an innovation and continuous improvement program into the
business

RE A% 1< EUAS R0 D ) A b 2 TS 6 38 1 3R BRI SE Tk 53
FT R R AT R4k . EA S — B E AR S AR K
St 5 FF 2R E B Al

The most successful long-term businesses are the
ones that capture and implement the innovations of
their team members. They are the organisations that
seek continuous improvement in everything that they
do.

FEITH XA B, 75 BT 5 7E Al B St —
RESR I % TR B, — Rk AN bt o il 34k
Ao T 73 A 1) .

During this stage of the program you will be asking the
owners of the business to implement a system into
their business to capture their team member
innovations and making continuous improvement a
core part of their business culture.

SEILIX — H A5 ) — A5 iR R A AR 1 B A BR BE 4T s
17 R EI R S R TATE RS R RMATH
k. BAH, H—AmREMEEHZRE, REms
FEF ULEARI R .

One way to achieve this is to implement an “ldeas
Journal” into each functional area of the business.
Team Members are encouraged to write their ideas in
the journal. Every month a Senior Manager reviews
the journal and decides which ideas should be
implemented into the business.

4 5 T RBCR AN, ABATTR 25 TR M A A . &
Jih A —E T ARSI R .

When an idea is implemented the team members
should be rewarded and recognised. The reward
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does not have to be of significant monetary value.

BATRAE T — 1 PowerPoint J8RHE, RN 2K A4
AT # — “EANVAETETTR] “. B TH
B RN 5, NS AE AL B SEAT ‘R E AT
I o

We have provided a PowerPoint presentation that you
should present to the business owners -
‘Implementing An_Ideas Program Into Your
Business” Once the owners have been through the
presentation they should implement *A Great Ideas
Journal” into their business.
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R T 3 Y s
Module 5: Strategic Marketing Plan

Mg iR
Overview

T 378 A AN T ) B2 DA SR KAV B Iz HL 2 9 B Aw; BIRA AT PP Al a] DLHE [ 17 371
B a AR S, PEAE A ILA I B I RE 11, SR TSy, PRI I E B i
ey FEBLA T MRS, I 2 T RRPAT AR R R T 327 30

The Strategic Marketing Plan should aim to identify opportunities for the business to expand their
existing markets; identify and evaluate new products and services that could be introduced into the
market; assess the business’ existing capability to increase sales; identify new market
opportunities; explore and develop strategies for either entering new markets or expanding the
existing markets and present a plan for the implementation and control of future marketing
activities.

T 37076 45 A T X BT 75 1) e 645 S8 AT DULE RS 75 SR 20 BT 0] o (FE AR — - T i R i) Al
B ez,

Some of the information required for the Strategic Marketing Plan will be found in the Strategic
Needs Analysis questionnaire (used in Module 1 — Understanding What Business You Are In).

JB5i 5 53 A
R Customer
Evaluation Analysis

i AL A A ...

4PMarketing Market

Mix - The 4Ps I Analysis
IrAHIRIE SE T
Distribution Competitor
Channels Analysis
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TS HbE
Key Learning Objectives

NANE RS 28 R - T E A O R ) A S AR A A
The following list details some of the Key Learning Objectives of Module 5 —
Strategic Marketing Plan:

o KA Z RIS AISEY 2K,

Categorise current clients into markets and classifications;

o WHE A" SRR LR UE,

Determine “A” class clients and the future client selection criteria;

o HUPTVRAL A SANUIRSS AN, BT e A TR A2 T 3 7 SR T 2
Review product and service lines and analyse the way in which they
assimilate to the needs of the market;

o IR E O E AL A IS

To formalise the pricing positioning and strategy;

o HUUMTRIKRIN B EREF %, RITRINXEE,

To brainstorm the use of a guarantees as part of the sales process;

o  HFIITANIAT T MRS AR, HEAT S THRIRIAT 7 37 B
To review the effectiveness of current marketing strategies and
develop an action plan for impending marketing strategies;

o  EUHIPHNPIUTHIE N,  SRE SRR E AR IS B B R 3R,
To review the current sales strategies and develop a marketing and
promotional calendar for future events; and

o il Ak T 7 E B A Tl

To develop the Strategic Marketing Plan for the business.
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=
Tools

THIT AR LRI R TAE. R THEYE “FEmpfrs” MaoHazR (L)@i%%):

The following Tools have been provided to assist you.  These Tools are

cross-referenced throughout the “Tasks to Be Completed” section (denoted by @):

o IR T BUEE R
Invitation to Team Meeting # 3

o IR LB FERIA
39 Team Meeting Agenda Template

o E=IKR T4 PowerPoint i
39 Team Meeting PowerPoint Presentation

o FEIRA L EWHERTER
3" Team Meeting Checklist

e Pareto 73 # TAEFH
Pareto Analysis Workbook

o C“IRATUIA IS AL AT R 55 b

“How We Can Serve You Better” Letter

o EEPUK A T BUBIE
Invitation to Team Meeting # 4

o EEUUIR bR T A ESTE
4™ Team Meeting Checklist

o EIYIR A TR A
4™ Team Meeting Agenda Template

o RJILFEARME----IRATHI" AR “PowerPoint H A

“Customer Selection Criteria — Our “A” Class Customer” PowerPoint

Presentation

IFC-CPDF “Delivering Solutions For Prosperity”
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o CIRATME A FARAE" TAE T

“Our Customer Selection Criteria” Worksheet

o SNAQ ™ “Eiz s> &y
Customer Segmentation” section of the SNAQ

o UEAE T LAER

Customer Communication Analysis Worksheets

o I SR

Profit Possibilities Spreadsheet

o Nk

Discounting Tables

o RIEMBE E

“The Power of Guarantees” Article

o THEMIEEN I
Marketing Activity Analysis

o W EMIEANTEILI
Marketing Activity Action Plan

o THHEMMEHEALH

Marketing and Promotional Campaign Calender

o T E RIS TR A
Strategic Marketing Plan Template
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WAL AR TR Y
Typical Module 5 Program

BRS 117 E B S )

[
[ ]
@ Document Strategic Marketing Plan
[ ]
°

B 5E T2 TT R AL 45 i 3

Develop marketing and promotional activities

°
o HHTWIIT iGNz,  HIEATERI

° . . . .
ececooo, Undertake marketing activity audit and develop action plan

1l 5 1E XA E SLATE W g i
Formalise positioning and pricing Strategy

KR T 214328
Categorise customers into markets and class

e 25 ) I bR

Define Customer Selection Criteria

o .

XA E BT RIE T

°
®  Undertake Pareto Analysis on customer base
°

SEREE, ERA TR e e R
Conclude Mission, Vision and Team Service Standards
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o 7o AT S5
Tasks to Be Completed

51 BHFRIEW,

Service Standards of the business

ﬂmAI%mM*ﬁEI W. HZEW_“HEB=IK
VBT R

Invite the team members to their 3 meeting.

Please refer to “Invitation to _Team Meeting

#3."

BIAMRE & IF T = BOAE -1 CEERAT
VTR A ﬁ@%%f@%TﬂW@.
Ensure that you have an agenda for the meeting
— please refer to “3rd Team Meeting Agenda”
Template. The meeting should cover the
following:

S AR E TR, R —BEN,;
Review and agreement of Mission and

Vision;
O FREE BRSSO —" BRIl
R,

Review of the outcomes of the
“Exceptional Service — Leading The Pack”
workshop(s);

S Bl TR ARE, FFIEM—BEE;
Review and agreement of the Team
Service Standards; and

S RN BRI R

Outline of the program going forward.

RJEHEMIEE . TRAMA RS rE

Hold a team meeting to conclude the Mission,

Vision and Team

IFC-CPDF
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X B R4t PowerPoint s FR, “HE=RRT
£ PowerPoint k.

A PowerPoint presentation has been provided,
“3rd Team Meeting PowerPoint Presentation”

BRUFAE WAL — PR AL T b 4T JRATTEE
SWAE R TR 28T, TR — e FLO k). 1
SN, CEERRTEWERER, "

Ideally , this meeting should have a social
element to it. We suggest that it is held on a
Friday afternoon and that light refreshments are
arranged. Please refer to “3rd Team Meeting
Checklist”

KRR A BN G W H i — > 2 AR,
LR H TR — IR B . Ak A 51 AR
DT R 7S B

This meeting marks an important milestone in the
Business Performance Improvement Program
and should be treated as a celebration. 1t is
essential that team members are thanked for
their contributions.

IFC-CPDF
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52 NWIABZHEATHRIES, BEWLE P AN ZBEE
Conduct Pareto Analysis on current customer base and decide
which clients you should no longer serve

o PRETE 7 I BT S 2 ™
BT TR =

You will need to review the Pareto Principle with
the clients — please refer to “Pareto _Analysis

Workbook”

o SO IR A LR R T
BB AR, ARREZSER RIS He B0 B e
A LA

The approach to this exercise will differ
according to the type of business. However
generally you will need to go through the
following steps — refer to “Pareto Analysis
Workbook”:

S ALV, AESRAWATIR A ML SR )
i A,
Meet with your team and canvass their
opinions on the customers they believe
the business should no longer serve;

O AR - AT B ‘DY, 7L
XA 2 I HEAT 002K,
Define your customer categories — “A” to
“D” and categorise your customers;

S #BE Oy RE R R, X H AT 0
Bro SEIE SR FE IR 2% Weas o A
W, URRCHR I D SRR A R
Analyse your clients according to the
revenue they generate. Applying the
“Pareto Principle” to the client revenue
analysis and you should begin to see a
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pattern emerging for the “D” class
customers;

O MR “ESOFHRNET SREHAR S
w
Confirm your conclusions by undertaking
a “profit per customer” analysis;

S WHMRUNRL BB, I RER A
(GRS
Identify those customers you believe
should go and think through the

consequences;
O il D" KBERE FATWT AR E
RS =

Send the “How We Can Serve You
Better” Letter to the “D” class customers.

e WMFEFLZWER, BHZSW'WMERLRSNTIIETF =
Please refer to the “Pareto Analysis
Workbook” for further information
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53 Wi “A FEENARRKIEIEEIRME
Define the “A” class customer and the future customer selection
criteria

IAEAR T ZA kAR AE 0 Ui s #ebr e, JF
B IX LR AEIE AN BV R G

Now you need to get the business to formalise
its’ customer selection criteria and integrate the
criteria into the systems of the business.

FATRVGE R T2 H5XA S
We suggest that you involve the team in this
process.

ZHF— KR TEW—ES W “HBIUIRF TG
5.

Arrange a team meeting — please refer to
“Invitation to Team Meeting #4.”

ZWNTF 2 NP HS I B ITIR A T2
BiEH, "

You should allow 2 hours for the meeting.
Please refer to “4th Team Meeting Checklist”

FANRAE S T XX - W, “ BITIK
AT A,

Ensure that you have an agenda for the meeting
— please refer to “4th Team Meeting Agenda”

Template.

WX R WIS X IR
7 PowerPoint /R He---15S I, “ % BEbnE—
BAIK A REIE” PowerPoint JER .

The meeting should be facilitated as a
brainstorming session. A PowerPoint
presentation has been provided to assist you —

IFC-CPDF

“Delivering Solutions For Prosperity”

10ZPage

of 182



JO ] 5 0 415

please refer to “Customer_Selection Criteria —
Our_“A” Class Customer” PowerPoint
Presentation.

o MIEHELH —frE5HE M AP L =
PedE” THEFt.
You will also need to give each participant “Our
Customer Selection Criteria” Worksheet.

o —HEFEREE, IRFES R Tk
e, R X LSRR N B A OS] BT - e A
JF---1 M. IR B R E N B Al ik & 2 E
i B
Once the selection criteria have been
established you will need to brainstorm with the
team to establish how the selection criteria can
be integrated into the applicable business
systems such as the sales process. It is
essential to build the criteria into the business
systems.
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54 REERZRWITHIAR, REHARE LR E)ZEFRHT K
Categorise all customers into markets and then classification
(according to client selection criteria)

o XAMBIRZEME HARIE, LA R 2
AV H AR
This step is about defining the target customer
segments so that the business can profile your
target market.

o HART KA E AT DA Al AR 4 H ok 2 5 5 o
WGz, MmigEmE W Es, RaMEsE4%
A R
Profiling the target market will allow the business
to tailor its’ marketing activities and therefore
increase the effectiveness of its’ marketing,
promotions and general communication.

o ATHIETHEE, LEERHHHETHN
N A RULFE R . SNAQ " i 5y 1 35 =

O fit 17— LiX 5 15 &

In order to truly understand its’ customers the
business will need to define the demographics
and psychographics of their target market.
Some of this information will already have been
established in the “Customer Segmentation”
section of the SNAQ.

o ZMSNAQ, Wit MIEFTEELZIMEE. MR
TR, WESR AL A # AL
Refer to the SNAQ and establish whether further
information is required. |If it is allocate research
activities to the business owners.

o SR NNLHERIIG IR K )E, TEKIS
LG BT A R AR IR AT . IXFEM, AT DA
A ide 5 5 £ 119 B AL DR AN AR
Once you are satisfied that the business has
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accurately profiled its’ customer groups they will
need to establish the best way to reach these
customer groups. This will enable them to
identify suitable communication channels and
mediums.

o EARIRIEN M AEREIRIUR B ST B A R
A b, BN, AR —E 2 N e R
AT, MmALNEE A, W FA LT
F BT B ST, R DA SE 0 A A 0 P frg
THEfk. ZW “BEELS T TAEFR . e
Communication channels should be based on
the habits, likes and dislikes of each segment
e.g. some segments will read certain magazines
and journals while others will not. By
establishing the *“habits” of the selected
customers you can more accurately target your
communications. Refer to "Customer
Communication Analysis Worksheets.”
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5.5  IEZHERE AL RE fr g

Formalise the positioning and pricing strategy

o IXFRANTE I T AR I 2k e A A R
This Module requires the business to formalise
the positioning and pricing strategy of the
business.

o SENENE CALEATH AT AR I T (52 W

M=V E 1) 5 FHEOA(AGHE)) . B,
FATTIRAE B IR ORI 5E P iR g 151X — 78 Ak
WA —
The positioning strategy will already have been
defined earlier in the program (please refer back
to Module 3.4: Determine your competitive
position (strategy) within those segments).
However now we must ensure that the adopted
pricing strategy is aligned to this positioning
strategy.

o BNV A E AT AR vk, 3K

MTEESURIE R * R A 5 AT TN
S A DA 1 T =

The business owners will need to be educated
on the impact of discounting. In order to do this
we suggest you use the “Profit Possibilities
Spreadsheet” software and the “Discounting
Tables.” Both of these resources have been
supplied.

o FERBEMITEOLT, N Eh Al T E AT R

5240 8L G (8 B T LS RS L
BAFEE FE RN - -

Where possible the business owners should be
encouraged to implement a price increase. The
impact of this price increase on the profitability
and value of the business should be
demonstrated using the “Profit Possibilities
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Spreadsheet.”
o VB WINE BRBUKEEGE. XIS %L Tl
HOYH BRI B e SRS TR AR J1. AT =

AER AR “AERIBRI" —.

The business must also consider the introduction
of a guarantee. This strategy is very powerful
when it is used to effectively remove the risk of
the purchase (for the customer). The business
owners should read "“The Power _of
Guarantees” Article.

o ST E —EREIT NN, R — R R
AT S CAS 35 A 1 A i) 2 S ot
SR B 86 L 25 BT A A ) DA™ o
Brainstorm with the business owners to establish
a powerful guarantee. Refer back to the CAS
Report and customer survey feedback to identify
“the perceived risks” from the customer’
perspective.
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5.6 #HATHIIZEWEINSEAS]E —AMTEh TR

Undertake marketing activity audit and develop an action plan

o XAMBERI H Y BT A AR I T 3 8
BHIA R
The purpose of this step is to review the
effectiveness of the current marketing activities
being undertaken by the business.

o ibErAEH R WHEHEN . XL =

R T ANV T B S SRk, X HE

R T ‘T EHEES 1TEhi R

Ask the owners to complete the “Marketing

Activity Analysis.” This will give you some

indication of the level of sophistication of the

business’ current marketing activity. A

“Marketing Activity” Action Plan has also

been provided.

o ERANV A F AR SR AR AT DY RERE S HE AR R

AV LA T 3 B I B 1R B (B 2 A RIS
B)o KBS BT TS I SRR (i A 7
AN 557 HN)
Ask the business owners to provide you with any
information they have that would justify (or
otherwise) their current marketing activities .
Measuring results is critical for marketing
activities (and generally relatively easy!).

o RTEEUIHIA M EHIEINRE S MR
SR AH — 2
You will need to establish whether the current
marketing activities are appropriate for the future
strategy.

o WRHEMIES), e “HEWES L] Tl
RO TRV P) . X ey 38 TR K AR F 1 2 —
Compare the marketing activities to the
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completed “Customer Communication
Analysis Worksheets” (from Module 5.4). Are
the communication channels still appropriate?

o HALMEMLPPALILA T E fE S (FE L AR e

G REARE] H AT PR — UIA KR, 7 A
A TFHIEE).
Critically evaluate the current marketing activities
(drawing upon all the knowledge about
customers, products, competitors etc that
you have gained so far during the program).

o EHFTHIM_“TIHEMATAITR .
Review the “Marketing Action Plan.”” =
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5.7 HiE—RIBEMMNSKH TG E SR HES)
Develop a list of marketing and promotional activities designed to
grow your business

o B =N LUES A ARG A AR DL N 8 = )
51 2 P (AT ), SR E S, 1Y
JIIESEIRNUEE7 P/ €
Review the 3 sales based strategies for
increasing sales; attracting more customers (“A”
class); increasing the average sales value and
getting your customers to come back to you
more frequently (increasing the number of sales
per annum to that customer)

o WERE-HUIHEHAENAL. HSR W et
B A . =

A Marketing and Promotional Calendar needs to
be drawn up. Please refer to “Marketing and
Promotional Campaign Calendar.”

o WIUESINHMAT AWM. X2JEFELEN, K
N, WEREHBHE HAR,  AREANAT BERITE S T
SCEL T Hbr. B, ERat) & B9 B AR Bt
42 200 M L.

For each activity, the purpose must be defined.
This is critically important since unless you
establish clear goals you will never know if you
have achieved your objectives. For example,
a goal for a newspaper advertisement may be to
generate 200 inbound sales calls.

o XTRRNUE B ERERAT M B )1, I RREH
FLREFS Y AT E P A B R T B0 1A R ) LA
b T E S, FRANEH A
WA 2RI E . T EAR AR & A1
T (EC KPR LT & T8 R IR BB &
R, B KPI 5T E #H H AR RER,
PRl AT AT B s sl A R

Each activity must be measured — remember,
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what you can measure you can manage!
Measuring the effectiveness of each activity will
enable the business to refine marketing activities
and ultimately get more value for each dollar
spent. An example of a measurement (or KPI)
for a newspaper advertisement could be the
number of inbound sales calls in the 5 days
following the advertisement. By having KPIs
related to your marketing goals you are able to
measure the effectiveness of the activity.

] e HARER] DA AT Mk i FE i 35 AT T 2 1
.

In developing the Calendar attention should be
given to any industry cyclical trends.
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5.8 HHREBEEWIZLE SRR

Start documenting the Strategic Marketing Plan

o ANVIRAETR] DIIT U648 5 1E AU T 378 A5 AR g 1l
The business is now ready to start documenting
their formal Strategic Marketing Plan.

o THYE WIS THRI N ] AL A e 2—3 FEY
H AR AN SEILIX L6 5 F5 1) J57
The Strategic Marketing Plan should set out the
objectives and ways in which the business will
achieve its’ objectives for the next 2-3 years.

o Tl E B TR A DR - 5 L i W
B R B =

“A Strategic Marketing Plan Template” has been
provided - please refer to “Strategic Marketing
Plan” Template.

o TIE RN B AFE ML KT F1) T FE
The Marketing Plan should cover the following
primary areas of the business:

O W5 -1,
Introduction — Business Overview;

O AR,
Products and Services;

S W AR,

Market Analysis and Evaluation;

S SWOT 4H#f;
SWOT Analysis;

> TmEAL;

Market Evaluation;
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S Hiriy;
Target Markets;

S RART7 1Al A e,

Future Direction — Strategy Development;

O REE T IS Y
The Strategic Marketing Strategy;

o Gt E;
Performance Measurement; and

S ST
Financial Projections.

o T EAH IS TR P R K E S TAEC & 5%
BT . TEZILSE RN SNAQ-.
A significant amount of the analysis required for
the Strategic Marketing Plan has already been
completed. Please refer back to the completed
SNAQs.
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PP S A R G
Module 6: Business Independence

Wit
Overview

ARG H R AR R G a5 R A T 51 A2
The purpose of this Module of the program is to systematise the business. The outcomes should
include the following;

o IHBEMI ARG SR (CERATI AR T 2T,

Clear and appropriate systems documentation (The “This Is How We Do It Here” manual);

o XFRTHITTRAT SO, MHEERYIA,

Improved role clarity for team members;

. W e R ) AT

Redundancy of wasted effort;

o HRBBWEUI T

Effective Delegation of tasks;

. TR RS,

Removal of system bottlenecks; and

. fai 53 TR AR LA 2R T AR EL
Capturing and making tangible the intellectual property of team members.

K—#Br AW H P AR EER DR, R REIER— N ERMER . JRE
B ERAEIZ AN AR 45 B b i Ay 8 A0 H A 2 E R SR 4 3 hF . ROZ LI R
MRS LR B ) “Ran W R IEE N E e AT R 3L, R R ek
MR LE ST A2

This is a very important in the program and ultimately will result in a more valuable
business. You will need to ensure that you get the full support of the owners and
other key decision makers to the process. The approach should be approached with
the attitude of “if 1 was going to sell or franchise my business tomorrow, what
would | need to have documented?”
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“BHEEHFERRTEY, RHELEGUTELTSEHLWH BEr,  HF
BHEZEBRES — LIEH0E, WG LTIEW S8R, [/ LINSHTE
ALAE.

Douglas Reid

it A 2w R A

WAE “mohE e

“Management has a responsibility to explain to the employee
‘ how the routine job contributes to the business’s objectives,
if management cannot explain the value of the job, then it

should be eliminated and the employee reassigned.”

Douglas Reid
Vice President Xerox Corp
Harvard Business Review
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FE ¥ HR
Key Learning Objectives

NEE RG2S T B S-—--“l R 1 E B 2E S HARI N
The following list details some of the Key Learning Objectives of Module 6 —
Business Independence:

o S TR I A DA i ) AR SR AR R ) R TR
To learn how to facilitate problem resolution through identifying the
“root” cause

o IHREMEHH ARG (“FATH AR T X TH;
Clear and appropriate systems documentation (The “This Is How We
Do It Here” manual);

o UG THIERTTIIA SEIE W] B,
Improved role clarity for team members;
o MUHLRHI LA,
Redundancy of wasted effort;

o THER ARG,
Removal of system bottlenecks;

o G TR RNIR RS 2R AR
Capturing and making tangible the intellectual property of team
members;

o ATHAM
Team Member empowerment;

o AU AIZ 2 an T4 BRI TR IRV 5
To understand the concept of delegation and how this can help to
unleash the true potential of our team members; and

o L7 A FR G0 AT LAAS W AT 1) 6138 A EE T
To establish a technique that enables systems to be continually created
and updated.
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T.HA
Tools

RO T R AT R A . X T RS TS A T 2 (SR

The following Tools have been provided to assist you. These Tools are

cross-referenced throughout the “Tasks to Be Completed” section (denoted by @):

o FEMAFFRATICIA (BIFBIERE, S2FLETH THAT
W, URREEUEETE B PowerPoint 1R AR)
Quality Circle Facilitator Training Pack (includes invitation letters,
participants workbook, facilitators guide, seminar checklist and
PowerPoint presentation)

o JAEMEM BRI (BFE R LEEE, SVARGEMTING A,
JEESF L A AN BEAT — O IR ME SN R ANT)
Quiality Circle Resource Pack (includes team member invites, minutes
and action list template, seminar checklist and “How To Run A Quality
Circle” Facilitator Guide”)

o Lo RGiAL) B B AR A
Invitation to Team Meeting (Business Independence) Template

o “FRATMITAEI " PowerPoint J# 7~ f
“The Way We Do It Here” PowerPoint Presentation

o CIRATH AR A LAET M
The Way We Do It Here” Workbook

o RGMNEGIVIT
Systemisation Case Study

o ARGMAEFEA

Systems Flowchart Example

o AU
Delegation Meeting Agenda
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o BAlSUHERTEH
Delegation Meeting Checklist

o FHFHAUTEIIHL
My Delegation Action List

o MWK
Delegation Meeting Feedback Form

o ARGREFEA

Systems Procedure Template
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WAL AR BN HE
Typical Module 6 Program

°

°

o il AT A

°

e Developing “The Way We Do

[
o000 4 It Here”

i A T W A R G I
Review systematisation

progress through a team meeting

B fell 1 — R FFHRAL L
Hold Delegation Meeting with the business

R E TR G AR o ) 77 T

Team members review their own systems to identify improvements

°
°
® AFRLLW, MRERGMIEYE
°
e Hold team meeting to explain systematisation benefits
°
ee0o0o0o0,
°
o EHEAMHIE, FAMET
®  Review existing systems, manuals and
°
j ee0o00o0,
.
o {EMNVERS FTEIEM
°
e Establish Quality Circles throughout the business
XXX
°

BEAT BURDAA 5 AR

°
°
°
°
® Undertake Quality Circle Facilitator Training
°

°
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o 7o AT S5
Tasks to Be Completed

6.1 HATREMBAF EF AT

Undertake Quality Circle Facilitator Training

o ZPEN A A LRSS IR LR AR
JREAEA AR I o A ) — R L H. 72
BPIP HX i, b iy =8 AR Al N 4
H] S it JoT B 10 PR H b, DUR i R A i R
Selected senior team members should undertake
Quality Circle Facilitator training. Quality Circles
are a tool for identifying and solving complex
problems. During this module of the BPIP the
owners of the business will be implementing
Quality Circles throughout their business in order
to assist the systemisation process.

o ZWNHIBTEEIS I NN ZHPOEAE RSN —X 3 X

AN HEE . BERLAR AR IR B Y 7 2k i X L 1)
AL, HZW REEAFEFANBIEFR" . % =
HEUT Hb SR S OVR
Identified potential Quality Circle facilitators
should be invited to a 3-hour training session.
Invite the team members via a letter. Please
refer to “Quality Circle Facilitator Training
Invitation.” Arrange a venue and the
refreshments.

o Witi---FMR, HRE, HMN (it PowerPoint j .
w2, 4R, WAL ES I CREER Tt

EFABNEWAERER. " =
Equipment — whiteboard , marker pens ,
computer (for PowerPoint presentations) ,
paper, pens, projector. Please refer to
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“Quality Circle Facilitator Training Session
Checklist”

BN R R A B . BATC RS T

B RANER R E R AR A \!flL
The training session should be fun and =

motivating. We have provided a “ Quality Circle
Facilitator Training Pack” that contains;

o HIlEiE R,
Workshop invites;

S H5&ETAETIL
Participants Workbook;

S EFFAFM

Facilitators Guide;

O BIMERIE R,

Seminar Checklist;

S BB,

Seminar Feedback Forms; and

2 PowerPoint JE 7~ .
PowerPoint Presentation.
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6.2 fENNEHEHEIT R EEA

Establish Quality Circles throughout the business

o AV HYEEANERAEER RN LR A
Quality Circles should be established within each
functional area of the business.

o MTEEAFMNHEHAERAKR —EREMWEN G
B, BEEEA:
You will need to issue Quality Circle Resource
Packs to all the facilitators. Each resource pack
contains;

S A TR
Team Member Invites;

O BRSNS EEA AT
“How To Run A Quality Circle” Facilitator
Guide; and

S SUATRANATEIE A .
Minutes and Action List Template.

o BN TRMIEXMER--ES N JREEHR W
g0 A ==
Formal invitations should be sent to team
members — Please refer to “Quality Circle
Resource Pack”

o JREFHAZWEARN THERISTHEI @M., X
A EH R B AT IR
The purpose of the Quality Circle session is for
team members to solve operational problems.
This requires a process whereby;

O JEIE S TR R, A H ] R
1 R kY,

Problems are brainstormed and
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prioritised;

O BRI BIEEIN, IFAH SR U

Symptoms are identified and prioritised,;

O kSR R H AT RERY ) AR YR, A H
o =R/ Oai
Possible causes are brainstormed and
prioritised; and

O Ik R R R .
Possible solutions are brainstormed.

o MREWHW)E, EHr NAERRLIZ A& WA 1
NI 2 WU LI A
After each session the facilitator should undergo
a 1-hour session debrief with the consultant.

o FRRZIERZ NN 2 WAL FK AT IIE K
KEiSeE. ARSVOCEATEIE REAE
Z 0, R EEP EIE SR .
Minutes and Action Lists should be distributed to bl
all participants within 2 days of each session.
Please refer to “Quality Circle Resource Pack”
for the minutes and action list template.
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6.3 ®WHIAE RS, FMAERF
Review existing systems, manuals and
procedures

WA ILE W R G0c, AERET, B
Fr A4

Collect all the existing systems documentation
that the business currently has including
operations manuals, written procedures etc.

X LeRA R, M SRR, B, AR
Fe T BESL A L LU AR Fe A, 2 RIVECE
B WMES, FMEFERN TE?

Review the materials and make notes regarding
your observations of the systems e.g. can you
immediately identify any bottlenecks in the
processes, redundant or pointless tasks and
duplication of effort?

FEH PX EEFE, R & DL [
As you review the manuals ask yourself the
following questions;

O XUFMIERE T, FEaEIRMANHE R
1
Are the manuals clear and informative?

S WMARMRZH AT, XLETHREAERHL T
PRUNAT A, AT ASE VR MBTR] 76 B A 2
If you were a new team member would the
manuals tell you precisely how to do your
job so that you are successful every time?

S MATEREEURMR, A B S X IUTAE,
WRZTERE, AT AmMRTERS,  fEA- Ay
T EERNER AL E AT A
Do they tell you why the task is done,
who it is done by, whenitis done, who
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does it and where the task is done and
where the task fits into the overall
process?

O MWXIULAE, =2&tE 7N KPI?
Are there relevant KPIs identified for the
task?

S RETFMMRIIEXGE? &5 M i%K
MEZ B ?----AZE T, —KE ek
B — TS T
Is the format of the manuals appropriate?
Should more pictures be used — remember
a picture can paint a “1000” words!

1O,  FEHCEL ST 7 H VR A IR 0 B ) A b T 2
AR Z 1 E MR -

Remember to make lots of notes of the areas that
indicate “potential” bottlenecks or problems.

WK, SRR RETM.  WRE
XFESL,  EYND,  IREREREA A IS 5 —
-

You may find that the business has no operations
manuals. If this is the case, please ensure
that you do a walk through the business
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6.4 HITRTXW, BRERGILKEAL

Hold team meeting to explain the benefits of systematisation

o XL WHLEMATAIT M BPIP X ABEHIA
B, MRAATER AT RETRIZ51ER.
The purpose of the meeting is to inform team
members about this stage of the BPIP and
explain their involvement in the process.

o HLAINARRINER DA IEARETE K. T =
20, ¢ (N RGML) R TS VRIEREA . "
Team members should be formally invited to the
meeting by the Owner / Managing Director.
Please refer to “Invitation to Team Meeting
(Business Independence) template

o MIMTES LU RGN, ES I CRATHY Tl
TAE " PowerPoint H7Rff. X {3 7~ A REL =
Y T RGACHIAF AL A Z I H I SE . BIS R
17—k, Bz =57, Project i
LA I SEH
At the meeting, the benefits of systematisation
should be explained. Please refer to the
PowerPoint Presentation “The Way We Do It
Here.” This presentation outlines the benefits
of systematisation and how the project will be
undertaken. It also includes some case study
examples such as McDonalds and Project Air
Conditioning

o fEx b, R D1 LA XA IR 58 il TAE %2 Tl
REEN 5D RGE. BN BAIWTIET X TAE =
?%0 ”

At the meeting you will be asking all team
members to list 5 “systems” that are critical for
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success in their jobs. Please refer to “The Way
We Do It Here Workbook.”

EHES AT SRER TR RS, 0T
SRR B B ERIR, PrbL, URAG BB TR HS
B AR KB

Ensure that you give team members the
opportunity to ask questions about the process.
It is critical that you get their support since they
will generally be the source of information that
results in process innovations.

HN RS . POZRATES — RS
JE IR 4 i 4 2847

Schedule the next meeting. It should be held
approximately 4 weeks after the first meeting
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6.5 RIHMEHCHRS, HWHF]ABERHT
Team members review their own systems and identify
improvements

o ERTRKHRGFH, PHIEARATLAMES

RS MR ERGE A, R RS
A & A AT HRAEE .
Before team members document their systems it
is essential that they perform a walk-through their
own systems with an observer to ensure that the
system itself works.

o AL THEN TG — 07 [R5 5 ARATT — A A
ARG HE K. FIFERERZmE—A Pl
B, AR PP XA R G, AEREATX — S A,
G TN 2 AE DRAIE 2 1] 7 o it B AN 2 1 IR 957K 1)
[FIRF, AR kel AR FE ) Ik
Each team member should invite a co-worker to
walk through the system with them. The role of
the co-worker is to be the “devils advocate” i.e. to
critically evaluate the system. In doing the
walk-through , team members should
pro-actively seek ways to reduce the work
required while maintaining controls, product
guality and customer service levels.

o —HPIMLRTHLEMNRGER 5, MizRS
2 (LA B A 8 Q)i e A0 X R GiiiRe

K. RATEXREREMS T iR, ES R4 il
i e £ N =

Once both team members have agreed on the
correct system it must be documented
(diagrammatically). This is called a systems
flowchart and we have provided an example for
you. Please refer to the "Systems Flowchart

Example.”

o NTHBRATL XM, IEWIRILAMAIESE
GRGEZN, BRI IR RGP
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B
To assist team members to understand the alh
process, please ensure that they read the
“Systemisation Case Study” that we have

provided to you prior to documenting their own

systems.

o —HARGHIFOAT, NAER RFEEFE

2RI

Once the system has been agreed upon it should X
be documented using the “Systems Procedure I\
Template.” =

o [FAIRE, G NAZAR — 7[Rl S AL AR R P AA T
ARG, HE-HARXLERS.
Once again, the team member should use a
co-worker  to  critically evaluate  their
documentation and again walk through the
system.
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6.6 HhWAEEEET ‘BN 2K
Hold a “delegation” meeting with the business
owners

TEXAHT B, RN S LI & (R & 2,
IMREERIEE) T2, RIS 7 SRR AL
25 B LI AT RETE .

During this section you should hold a meeting
with the business owners (and if appropriate
selected managers) to explore possibilities for
delegating some of their duties to team members

PR B LA IR 2 174k
Delegating work to team members has many
advantages, including:

o TEh I TR,
Empowering team members;

S AR

Creating a succession plan; and

S VA A E HLE AT DLNAT BUE B
PSS ] B AR LE ke, S EE 22 I ) P AE AR
b g
Freeing up “executive time” so that the
business owners and executive
management team can spend more time
working “on” the business

WATAIRIRAE T WA . EHIRTES X
AR =D RIBWE R G S a#F . SWHERTE
PWRM T -—ES N RS WERTER

We have provided a “Meeting Agenda
Template” for you. Please ensure that you send
the agenda to all attendees at least 2 days prior
to the meeting. A session checklist has also
been provided — please refer to “Delegation
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Meeting Checklist”

o fEx L, ES5ZaHZR -1t "REBBUTIE Tall
%”o =‘:_,__:—__
During the meeting you will be working through
“My Delegation Action List.” with the attendees

o W HMRMR 5 & #R I E H H ORI
PUTEhIE . Iehh, B 5B AR WE KN
BEH TG R A RO SEAT IR, X A
CUAT B3 XU #8398 B B 4 ROk
The purpose of the meeting should be to develop
a delegation action list for each participant. In
addition, each participant should leave with a
good understanding of how to effectively go
about the delegation process in order to
maximise the benefits to both themselves and
their team members.

o XHPMT “BNEWUREE" . =
“Delegation Meeting Feedback Forms” are
also provided
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6.7 TFRGIERE

Review systematisation progress

B, “RGMETIH"NIZCE e T KE M L
fE. ik,  BIER LLATT 7 — KR T BCR P
T R

By this time a lot of work will have been
undertaken on the “systematisation project.” Itis
now time to hold another team meeting to review
progress.

KRS BB AE PR 51 L AE 56 i R 48 SO T
MHIRERE . XMz —KIFIERB <, Bk,
AN EHER AR

The purpose of the meeting is to review the
progress that team members have made in
respect to documenting their systems. This
should be a very informal meeting and therefore
no agenda has been provided.

o BB R TR S THRAATE RS AT 5 MR &
I 368 1] ) PR 3

The meeting provides an opportunity for team
members to share any difficulties they
experienced in documenting their first 5 systems.

RLZ NN — g 24 L EH O RGO, Xk
AT A e 5 HAth 52 T — 2 > AT . XK
VNI — IR IR L 2, 4 AT 25 71 245 2
LI IR .

Team members should be asked to bring along
their systems documentation so that they can
share their achievements with their fellow team
members. The meeting should be treated as a
celebration and it is important that team members
are sincerely thanked for their efforts.

FEME R (A1 D AR R G5 T AR 1. )
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&, VR AE R A R B ME R 3K

Be prepared to answer any questions that the
team members may have in regards to
systemisation. In particular you may need to
revisit the explanation of the salience / worth
classifications.

o] 3 LAfRE, N — IR L — DU H N,
EARATIT A B &R Ge g N JATT I LA 5 20 F 0
Explain to the team members that the next stage
involves a project team pulling together all their
systems into a “The Way We Do It Here” manual.

BORWALRA TH%EW 5 NMEENRG, HFHEHE
2—4 JA (RN IA] N 56 R

You will ask each team member to add 5 more
critical systems to their list and set a 2-4 week
deadline for their completion
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6.8 EERRSARAN" BT TAEST T
Bringing it all together in “The Way We Do It Here Manual”

o o, WHERL—ANIH/NALETAERRSA
GEAE—
Finally, you will need to appoint a project team
to pull it all together.

o XATH /NA G ST HATH) TAE T " F 0k
The project team is responsible for compiling
“The Way We Do It Here” Manual.

o AR E R I I H B9 e AT 1R R A
I o BRI ARATTA 28T H B E AT Al A
WNGIFTT O
You will need to meet with them and brief them
on the process. Ensure that you explain to
them the value of the project and how it will
benefit everyone in the organisation.

o EAFMEMS A THHRMNRGREF. 84
15 (SME SERIFA) HURM T HRIETMEA, L =

MR —1ESS . ES AT, FEREAR
G GLBEAT P RE AN 23R

The manual will comprise of the systems and
processes that the team members have been
developing. To assist in the process we have
provided an Operations Manual Template in the
SME Manual. Please refer to this manual and
make the changes that are appropriate for your
business

o HIE MW HMATEIE R, RN
fii:
Develop an Action Plan for completing the
project. The plan should detail;

S R afTal;
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What action will be taken;

S HERSLE;
By whom; and

S HamEiTs).
By when.

o RPNV AR R RS T AT
Appoint “Manual Champions” for each functional
area of the business

o HJa, LEFEARARIHEB MlEg M T X
— AN AR
Finally, set a date to celebrate! The business
has reached another key milestone.
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Bl A, R, PRBEE BRIEOR R FH bk B
Module 7: Organisational Structure, Knowledge,
Environmental Management and Technology Strategies

s
Overview

ENR B IE ML E AR B AR . ARSI I —E 7 EEE B il AT A AR
gAML B 77 7%

Knowledge is an extremely important part of what makes your business valuable. This part of
the program looks at ways in which you can increase the value of your business through making
your proprietary knowledge tangible.

“E YRR AT
LBRERSIOME;
R IE ST €2
ZF
LT RF500 4E

“Tell me, I’ll forget.
Show me, | may remember.

But involve me and I’ll understand.”

Lao Tzu
500 B.C.

AR, WRREFENEEE, . PIAE LU, AT A BEICAE XA ) TR N 2.
IMPMATTE — DB, AATREICE 15% N E. B, flRLbILEE A eRE, 4%
BRI ERAE — G, T 67% M N A BE i iC R K RATE R 7R BGE T M (iR
ARSI T R A 0 VR R0 s ) A

Research tell us that if you tell someone something....2 years later they will only remember 7% of
what was said. If they watch a video then they will retain 15% of the information BUT if we
involve them through role-play, experience or simulation 67% of what is learnt will be retained!
This illustrates to us the importance of having a knowledge strategy that is based on knowledge
transfer through role-play and simulation.
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KRB LA AR Z AR TR, R R RANE, i 258 ) TAE A A
Ao B, PFrarauEsaueaieifaen. mirerias!

This module examines many different areas of the business and the extent to which work will need
to be undertaken is heavily dependent upon the type of business you are working with. However

all areas should be examined. Good Luck!
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FE ¥ HR
Key Learning Objectives

NANE RS2 7RG R, R, IAEEE BRI N H A 1 3
T S HARHIER 70 A 25

The following list details some of the Key Learning Objectives of Module 7 —
Organisational Structure, Knowledge, Environmental Management and
Technology Strategies:

o FRRAMY A SR K e M AL ST A
To get an understanding of how the organisational structure of the
business affects the business culture;

o AR H LG ZRTI DL N B R A 53,
To gain an understanding of different types of organisational structures
including the advantages and disadvantages of each;

o FHAREA T INA ANTIE N B EEANH 2K,
To gain an understanding of how each team members role fits into the
organisation;

o TR E VR R 1) A

To understand the importance of having a knowledge strategy in place;

o BNV R TRER TR, B IFSE HERAT TR
To identify and develop a technology action plan for the resources that
are required moving forward;

o FHMRIAEENTMVIZ AT IR,
To understand the environmental impact of the businesses operations;
and

o FHFEMSLATHE F T O MRS U 1 R S
To understand and implement a system for innovation and continuous
improvement.
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TH
Tools

T AN, s TR FrmmEs s nrsm o\ Ber).
The following Tools have been provided to assist you. These Tools are
cross-referenced throughout the “Tasks to Be Completed” section (denoted by @):

o AL AR

Organlsatlonal Structure Workbook

o MG VTE
Organlsatlon Structure Meeting Agenda

o LM 2 WHERTE

Organlsatlonal Structure Meeting Checklist

o HAGMEWRBIR
Organlsatlonal Structure Meeting Feedback Form

o IRAYSM I RANN NRILTHRI TAE T M

My Role Profile and Personal Performance Plan Workbook

o ftuIRAIN MR RIS UGNAE

Role Profile and Personal Performance Plan Meeting Agenda

o AR RIS UCHE S R

Role Profile and Personal Performance Plan Meeting Checklist

o RN NRIL R 2B BER

Role Profile and Personal Performance Plan Meeting Feedback Form

b % j E:QH.//\IE@JF:H'H
Selected Articles on Learning Organisations

o FHIRMMG U RA
Knowledge Strategy Meeting Agenda Template
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o FIRNE PowerPoint J&E < fi
The Value of Knowledge PowerPoint Presentation

o HIRMBRIEA
Knowledge Strategy Template

o TEEHILH
Environmental Management Audit

o IR P FE DN
Selected Environmental Articles

o MEATENTHRI S BRI A
Environmental Action Plan Meeting Agenda Template

o {RIMIEE PowerPoint JE R~
Looking After The Environment PowerPoint Presentation

o IAETE B LAETM

Environmental Management Workbook

. HRBI
Technology Audit

o HiAR SWOT Flir3hil%I
Technology SWOT and Action Plan

o FARATENHRIS BRI A
Technology Action Plan Meeting Agenda Template
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P AL RGP
Typical Module 7 Program

eo0o0o0o0 o0
°

o HIEEARITEIH

Develop a Technology Action Plan

°
°

o HHTHEIARIZMI—IK 7 22 g 2 Ak

®  Undertake a Technology Audit — identify opportunities
°

e0o000 for improvement

°
°

: il 5 PR A
® o0 0 0 4 DevelopanEnvironmental Management Strategy
°

TRAG RS Al 5 )

Assess the Environmental Impact of the Business Operations

SEHE 1R A

mplement a Knowledge Strategy

TR B 1 B L

Understand the Importance of a Knowledge Strategy

&
° -
S WEATRIEHS
®  Determine the Role Profiles
eeo0o0o0 o0 :

EFHNAREH

Review the Organisational Structure
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o 7o AT S5
Tasks to Be Completed

7.1 EHEMAAREN

Review the organisational structure

St BPIP JH[a] B gk AT (1) TAE v] B m kg Al i 25
TE U A Z S5 1) A AN Re 1 B B SCRF ARV H B
DRI, A T A AL S A SR VP A L3S M
e HEN.

The work that has been done during the BPIP
may mean that the historic organisational
structure of the business is no longer valid or
supportive of the goals and objectives of the
business. Therefore it is important at this point
to review the organisational structure to assess
its’ fit.

NT FEHX S, WHEZESEWIEE —EE
TF—k=i NI A N Y3808 FARE 3 Rk
TSR IR 2=, PRI B BAGX  FEAT B 0
() SCRE 2 AR B .

In order to facilitate a review of the structure you
will need to hold a meeting with the business
owners. The business owners should also
invite other members of the management team to
the _meeting since it will be important to gain
support _early for any changes that need to

happen.

KRS H 2 B BE AN A 2S5 L e ik
R PPN ARSHIIS,  HRAETELTE
XAV INAT 2 DG K HEAT R L 2 2

The purpose of the meeting is to review current
perceptions of the organisational structure ,
review alternatives , and evaluate the
advantages and disadvantages of different
structures and finally asses what changes need
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to be made to the current organisational structure
of the business.

PATNIRRAE T — I S WBTERE A S W, “ A
HEMSWNFE" . AR T —hFEHS S
) ARG TAEF .

We have provided a sample Meeting Agenda for
you — please refer to “Organisational Structure
Meeting Agenda”. We have also provided a
“Organisational Structure Workbook” for the
attendees to complete during this meeting.

X IR K22 BT B 20 10 H 23 85 ) BEAT 1) S0
724 DARRR B0 7 2] BT 5 A

Any changes to the organisational structure that
result from this meeting should be communicated
in a positive manner to all team member
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7.2 WiERKAf#ER

Determining Role Profiles

o —HIEMEWALNGMIIER, MRIEEAIN
24 [ JB VAl P A 0 A7 FR) A 2 DA S 75 B3R AT TR
e, FEBOLN,  WRE IR AR A >
GEAE. LTRAEE, wsn g \W
HAE". —
Once the preferred organisational structure
has been determined the appropriate
managers should review all role profiles to
determine what changes need to be made. In
some instances, role profiles for newly
created positions may need to be prepared.
Please refer to the “Recruitment Toolbox” for
a Role Profile template.

o  —HRMHIARAL TR, AN HEHIT K
J\I Wo IR H B2 A 53 I8 ARORT 1)
ML MBCER R . sk, ey 52 THOKE
ﬁﬂ~%§ﬂ%nuﬁkjﬁ$§ﬁ% i)
Bl ) EH O AL ER ST A &
Once the review of the roles has been
undertaken the business should hold a Team
meeting. The purpose of this meeting is to
share with team members the new
organisational structure and the reasons for the
changes. In addition, all team members will
be provided with a copy of their role profile and
asked to review if this is an accurate reflection
of how they believe their position should be.

e fEXE, %ﬁﬁiﬁf%ﬁ*ﬁ”ﬁ%ﬁﬁ% —

BRI ARIRITAEEA. * RATEIRGE T _

5 * BB IR 2 LR ™

At the meeting all team members should be =
provided with a copy of their role description
and “My Role Profile and Personal
Performance Plan_Workbook.” —We have
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also provided a “Role Profile Meeting
Agenda’” Template.

G NAZAT 2 8] R 1) >R 58 A ATT B i A Fi ik
FHIAABA T AE R AT RERT KPI

Team members should be allowed 2 weeks to
complete their role profiles and add any
competencies or KPI's that they believe are
relevant.

KA TE T, A FE N 2 B T A X
ALt i I XA

Once completed , the managers should
review and give approval to all finalised role
profiles.

IFC-CPDF

“Delivering Solutions For Prosperity”

145°age of 182



JO ] 5 0 415

7.3 T FRER AN EE M
Understand the importance of a Knowledge
Strategy

K —EBr BAE T MRV O (E AT RN g ] BEXY
A 1) 56 4 SR (T SR T2

The purpose of this section of the Module is to
understand the value of knowledge and the
impact that a “Knowledge Strategy” can have on
the competitiveness and value of the business.

H5E, T FE R TS BRI )
X, PN S 2RE -

Firstly , the business owners will need to
understand the difference between “information”
and “knowledge” as this is often confused!

B R Ettar, MU IR
— U, FEETRRRRERAIAS.  H5EEM
bRG,  FIREE R, HEAHUME, EXERERTS A
PR (E B+HIR+ &0 (B ) ME R . =I5
W IAEH NI R .

While information is said to be the "what,
knowledge is the “how.” Generally it is our
people that hold the “knowledge.”  When
compared to information, knowledge is more
complex, valuable and elusive! Knowledge is
the result of information + theory + experience
(or know-how). There exists an intimate link
between learning and knowledge.

EB4 H i s se s, ko= > A
PR RARFHER . iR A R 2
RBEHLER", XEECEFNAE T HL R
I ML AT i T 5 ST BU A 2

In todays’ increasing competitive environment it
is critical that businesses become “learning
organisations.” Please ask the business
owners to review the “Selected Learning
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Organisation Articles” that detail how some
very successful organisations have adapted to
become learning organisations.

A R TIRAG RN, TR A OME. 1
an,  HARKAMEAR P KBBR8 AR
A7 152 AR AL FH A 35 B4 AR W\ VR B BRAR A 5 A2 H
iR JT T, TAIE VR 2 A

By capturing the knowledge of our team
members we can make our businesses more
valuable. For example, by recognising and
exploiting the implications of new technologies to
address new unrecognised or unmet needs,
Japanese companies have produced many
product breakthroughs using technology that
originated in the West.
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7.4 SEREEIIR AR

Implementing a Knowledge Strategy

o INAE, ARV rs A iE AN SE i H O AT TR AR .
The business must now develop and implement
its own Knowledge Strategy.

o I ARG B Y FE Bl Al o — AN S B 4
The Knowledge Strategy should support the
business to become a “learning organisation”.

o YT HIE RN, URTE AT —UCk X
TR RE OIS 22 FEAR B A P 518 20
You will need to hold a brainstorming session in
order to develop the Knowledge Strategy. The
manager of each functional area should be
invited to this meeting.

o FRATIRME T — X IR REREA---E S W E =
RIS PR A
We have provided a sample agenda for the
meeting — please refer to “Knowledge Strategy
Meeting Agenda” Template.

o ZUNIREZEDAESUVITIHATW R KA 5%
Send the agenda to all participants at least 2
days prior to the meeting.

o RANTAZUSML T — 0 F B TR RN 2 S A =

ZUHIAE ) PowerPoint JE R RE---1E 2 W SR

I {E PowerPoint JERFE" .

We have provided a PowerPoint presentation for

the meeting that helps to explain the value of

becoming a “learning organisation” — please refer

to “The Value of Knowledge PowerPoint
Presentation.”

o XU H MER]E Al AR G . ik,
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AR T — M EA—ES N “ FRRIEEA"
The purpose of the meeting is to develop the Wt
Knowledge Strategy for the business. We have
provided a template for this — please refer to the
“Knowledge Strategy Template.”

o IZMIATEMBE T

The template details;

O KRWUAT 44T 8N,
What action will be taken;

S HERSLE;
By whom;

S A EiT3h;

By when; and

SR VA & SUR LS YN
Nominates a champion for the change
process.
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7.5  THEREXTANIEITRI

Assess the environmental impact of business operations

o ARNVIEHBIRIIAEL I FZMR H 7552 BIBUR , T e A
BEREAFF IR S A, B, Al
R IR 3 21 0 28 25 5% PA B 1] gl MR 24 555 47 B¢
AR R L
The environmental impact of business activities
is coming under increasingly intense scrutiny
from Governments ,  consumers and other
public concern bodies. It is therefore important
that businesses are proactive in their approach to
addressing environmental issues and in being
environmentally responsible.

o N T WIRAARMEAE XS AR, Al T B S A

WA ESN -2 I L, at
In order to establish the impact that the business =

has on the environment in which it operates,
the business will need to complete the
“Environmental Management Audit’— please
refer to_“Environmental Management Audit.”

o TFIRTIRREENE, Voht, RAEE KRB UL E
WEIRE KRR S . AT A 1% 1 :
B A A D - S L < B I R it
T —
There are a multitude of articles dealing with
sustainability, pollution, o0zone depletion and
other environmental issues. A selection of
articles has been provided for the business
owners to read — please refer to “Selected
Environmental Articles.”

o T, MHEESMWAE —EFSTRIER
EHLERS A E S E AT R, LT E A
IR B 2 U R e e g BN S
In the next step you will need to hold a meeting
with the business owners in order to review their
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environmental management strategy and to
determine an action plan for moving forward.
The business owners will need to read the
selected articles prior to the Environmental
Management meeting.
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7.6 BERETITEI

Draft an Environmental Action Plan

o NTEBFEMEATILN, IRFEEMIAEIT
2o XIRSUHIH KA E # T #a B
WEE BRI EATS T R B AT
BOE —Eem B R THSneill. JATHRAE 7ol =
HIRE A WAR - PR IRAT BN TR SRR BAR
In order to draft an Environmental Action Plan
you will need a meeting with the business
owners. The purpose of the meeting is to
educate the owners as to the importance of
proper environmental management and to draft
an Environmental Action Plan. We recommend
that you involve some senior team members in
this process. We have provided a sample
agenda — “Environmental Action Plan Meeting
Agenda”’ Template.

o BAVRHT RUMEORR,  ATE BRI % W
AR, --FS A “RIPHIE PowerPoint —
BT, "

A presentation has been provided for the meeting
that helps to explain the environmental issues
that should be examined — please refer to
“Looking After the Environment PowerPoint
Presentation.”

o BT LAEF M LUARF B & dtAr — &

Gl XIRSI R BRI E A AT B
Bl RATHIIRME T — ik I TIET =
i

There is also a workbook to assist meeting
participants through a number of exercises. The
purpose of the meeting is to develop the
Environmental Action Plan for the business. We
have provided a template for this —
“Environmental Management Workbook.”
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o THETFMEET:
The workbook goes through:

S ¥ SWOT 4347
Environmental SWOT Analysis;

O ELE LA,
Environmental Positioning Strategy;

S MEIEAT SR

Environmental Strategy Action Plan;

S HHEEHATER,
Housekeeping Action Plan; and

S JT G
Aspects and Impacts.

LI G50 A VA E SN 5 YN
Nominate a champion for the change process
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7.7 HATEARCERMAHESENS
Undertake a Technology Audit and identify opportunities for
improvement

MV RIS EE SRR S, @ s A B r,
X RAR A
It is critical that the Technology Strategy of the
business supports the business mission, vision
and objectives.

B, RTEEILRITA & T CBRCH. &
W) S BB A EORRIRE R, B @A
FORBEE ML L2 .

First you will need to get the business owners to
complete the “Technology Audit”. The
purpose of the audit is to examine the extent to
which the business embraces the use of
technology and identify opportunities for
improving the business through the use of
technology.

FERZ W ZE AL ARV A A8 04> 32 Z AU A AT ]
[RIZRIAT 73

The Technology Audit asks the business owners
to rank their performance in 5 key areas:

S HORRNH g
Technology Strategy;

> A
Operations;

o ITHUE MM ST
Administration and Accounting;

S WEANTIEH,

Sales and Marketing; and
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S ANIBHERE R
Human Resource Management.,

T WG, ARSUAT LA RARAT]— e o
PLVE PP LA B BOR BT G 3l (G TR H AT
ST AEEER),  JFRERG T EE —A “HoR
L IR

Once the business owners have completed the
audit you will be able to have a meeting with the
business owners in order to critically evaluate the
current technology activities (drawing upon all the
information you have gathered so far) and decide
whether a “Technology Expert” should be
engaged to assist in the process.

KRS UE AT DL IR AE & HOR B AT 31
The meeting will also be used to prepare a
Technology Action Plan.
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7.8 HIERANMATHIRI
Develop the Technology Action Plan

o IRFHEEMWITEEITZ, Wit HIEAR R
I AR Al IR A B BR T T A 280 T ) )
You will now need to hold a meeting with the
business owners to discuss their technology
strategy and the issues that must be addressed
in regards to the technology that is currently
employed within the business.

o RATNEREWHESR T FEARWIE----THZ W HAR —
AT T R A
We have provided a sample agenda for the
meeting — please refer to “Technology Action
Plan Meeting Agenda Template.”

o HEERMESUWHINRKBIIEREERE .
Send the agenda to all participants at least 2
days prior to the meeting.

o ARIEA] LAE — A SRHI AN EER B 50 SR e
W
You may also choose to have a relevant external
“Technology Expert” present at the meeting.

o VRILZRAE BT | 13 O 58 U BRI Wr, I8
Rt 4T
You must review the completed Technology
Audits prior to the meeting and you should have
copies at the meeting for review.

o HUEMITE,  BEAMHARE I 4 BN N A I E 2N
2L
Where appropriate the manager of each
functional area should also be invited to this
meeting.
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o SRR &SWOT\Mﬂﬁmﬁﬁfﬁﬁ

it AR T BRI AR Wi
F SWOT #4rahitkl. —

The purpose of the meeting is to complete the
SWOT analysis and develop the Technology
Action Plan. We have provided a template for
this — please refer to the “Technology SWOT
and Action Plan.”

o X—TAETFM RGHHT T M HRIX L8 i) B 72
Fe, BIH T B AUREUIATS . IR WA R
IR 5 B — 3 VELH B AT 3R
This workbook systematically goes through the
process of dealing with the issues and
identifying the actions that must be taken. The
output of the meeting should be a detailed action
plan.
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PR\ SR RF R 28

Module 8: Feedback and Continuous Improvement

NEIR
Overview

G RXAN BRI AT —HE B TR, ZTAWVUHTA
WHIHEZREZ H . AV a0 H IR R T =,
R AH L T RE R R A . T B A AU B B AR B — N N AE RS
This final stage is about pulling the whole program together in a set of
management tools that can be used in the day-to-day running of the business.
The key to growing a business is to measure the things that really count and
then adjust your strategy accordingly. Measurement must be an integral
part of the management process.

FEIXER 3 B, b i 2 2
During this stage the business owners will;

. i 8 AN ST T o R RS

Develop and implement the Balanced Scorecard System;

o filE 3 LENVSURIRAE TR

Develop a 3 Year Key Performance Indicator Business Plan;

. 5 SRV AR S N 5
Learn the principles of Activity Based Costing;

. i 72 B AN R ) R G s
Set up systems to monitor their external environment;

o il AE T H AR

Develop an Annual Strategic Planning Calendar; and

o SKEREHSAE AL TS THI RS

Implement a system to ensure they stay in front of their competitors.
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¥ > Hir
Learning Objectives

TAITEAZ%S TR\ - RGN RR L 2 1 2257 2] BRI B 7 N4
The following list details some of the Key Learning Objectives of Module 8 —
Feedback and Continuous Improvement:

o HilE EENVGHEIR RS, LAV A A LRI AT 5, 5% 5 Mg
B> SUECETI AN ESTE
To develop a Key Performance Indicator system that allows the
business to monitor its performance against Vision, Mission and
Strategic Goals;

o ENPHTICII R, EALAENSIE KM S IL SR

To develop Balanced Scorecards for the business to compliment the
financial key performance indicators;

o fEAFNEH RS
To develop an organisational governance system;

o TREML A

To develop understanding of activity based costing;

o TLRAMY FT A 3 gk Sy B AN T ) DAL AT 2
To ensure that the owners of the business continue to focus on
continuous measurement and improvement;

o [ RIEAEARY AN AN P ERIA S A B A
To develop an understanding of the importance of monitoring both the
external and internal business environment; and

o Sl ARG RE NS PRAUEAE 75 ZLI AT DURE IS AT I 1) 1 52
To implement a system where changes to strategy are implemented as
required.
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TH

Tools

THI TR UAFEBIR T, XETHY “%‘%%EEE‘JE%”%B%*HE%H@(BL@%@

TN

The following Tools have been provided to assist you. These Tools are

cross-referenced throughout the “Tasks to Be Completed” section (denoted by @):

SPATL A RESIN IR S (RS R, ERAFMN, S5 TEF
M, PowerPoint JE/~fR, BRI STE RARBER)

Balanced Scorecard Workshop Resource Pack (includes invites,
facilitator guide, participant workbook, PowerPoint presentation,
seminar checklist and feedback forms)

B EF I G E 1T RIBIA
3 Year Key Performance Indicator Business Plan Template

XYZ A7) 34 F BN GHR IR & E T
XYZ Ltd 3-Year Key Performance Indicator Business Plan

GNP i

Profit Possibilities Spreadsheet

IR BUR 25 21 R
Environmental Sensitivity Worksheets

“VENVRAZR 2" S AL (AT K, PowerPoint 7R f, 7
TTAEFM, FRFATM, S IIHERTE RN R5EE)

“Activity Based Costing Workshop* Resource Pack (includes workshop
invites, PowerPoint presentation, team member workbook, facilitator
guide and seminar checklist and feedback form)

AR R 2 POFR A
Strategic Management Meeting Agenda Template

DS e P NE NGRS L VN
Strategic Management Meeting Minutes Template
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o EREMRMEIHRIH DI

Annual Strategic Planning Calendar

o CE “UREEIE TR
Strategy as a Craft Article.
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S R\ R

Typical Module 8 Program

&

o000 06O
Hl5E 3 EMML KPR

Develon 3-Year KPI Business Plan

R TR RS

Hold “The Balanced Scorecard” workshop

BEIMEAL AT
Hold Activity Based Costing workshop

b2 ¥ G ey

°
. - ey = -
e Environmental sensitivity analysis
°
°

HE VBRI )

Examine the profit possibilities for the business

00000
°
o bR, EHTMISATEh TR
: Monitor progress, update strategy and
e action plan
(NN NN W)
°
® AR S TR
: Develop the Annual Strategic Planning Calendar
°
e0o0o0o0o0

SEAT B T 5
Implement Monthly Strategic Management Meetings
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i 76 AT 55
Tasks to Be Completed

8.1 “FPicHEEI

Balance Scorecard Workshop

?%ﬂ“%%%%%%ﬁﬂ%ﬁﬁ%%%~%ﬂ
A S & o

The Balanced Scorecard is used to translate the

business objectives into a set of performance

measures.

AT 73 AR AR A B M S AN ] B A SR
SAATRI AR

The Balanced Scorecard presents the business
owners with 4 different perspectives from which
to view their business:

> WS HI;

Financial;

D BIEN;

Customer;

S I EH
Internal business; and

S QIHAIEE

Innovation and learning.

W RIA K.

There are 4 scorecards in total.

fkid o R BRI E 2 AR . XA PR
UEASE A MV By A 28 A 28 AT 9 A A0 L6 X6 £ b 1 4 B
JS T AN K 1 E B A

The number of indicators on each scorecard is
limited. This ensures that the owners and
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managers of the business only focus on those
things that are really important to the long-term
success and growth of the business.

o CPHFid/RE MRS T A,  RE, SRR
Bi, TSI R SRS O A5
The Balanced Scorecard is driven by the strategy
of the business i.e. the competitive
environment, market situations and product /
service strategies.

o CPTILAT R MRYE IR A I HE BT SRR
) = EER IAB AR A3 K o
The Balanced Scorecard is used to compliment
the other financial based key performance
indicators that the business uses.

S i PR ER & WEX =

Please refer to “Balanced Scorecard
Workshop” Resource Pack

IFC-CPDF “Delivering Solutions For Prosperity” 164age of 182



JO ] 5 0 415

8.2 filE 3 Fl E R SHEART BRI

Develop a 3-Year Key Performance Indicator Business Action Plan

o R IEEHIBIIE AN H LA KPS, IXFE,
PR 50 AT CAAS Wt 47 & Al b 300 B ) S
Every critical success factor should have
associated KPIs so that you can constantly
measure the really important things in your
business.

o NIEGAT R 2, AV E A S — T 3 A 1)

Ml FEEN SRR XU RE AR —
B, UEHAEKPI.
To avoid information overload the business
should design and implement a 3 Year Key
Performance Indicator Business Plan. The 3
Year Key Performance Indicator Business Plan
is as the name suggests a Business Plan that
comprises solely of KPlIs.

o  FATEIH T "3 X ENGHRAR A, A

IR ST 2 0“3 Rl S T =
Febritdl. "
We have designed a “3-Year Key Performance
Indicator” template to assist you in designing
your own - please refer to “3-Year Key
Performance Indicator Business Plan.”

o WATENIRIRML T — 10 SLHIFEA---15 S W _XYZ E&
AFE 3FEFENWSGIEIR TR " —

We have also provided an example to assist you
— please refer to_“XYZ Ltd 3-Year Key
Performance Indicator Business Plan.”

o MHTESMWIrAE AT, [l TR
XA, JFT iR R —L% KPI.
You will need to hold a meeting with the business
owners to explain the concept to them and to
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begin to draft some KPIs.

WERTTREMIE,  B%KE 3 4F KPI kit RI#ATH
ARAEFE . FTRCRAMGRIR 5. MGERIR A
et BRI EER) KPI LLEIZR 77 LR U T
Box, I EEHE AR EL .

Where possible the 3 Year KPI Business Plan
should be technology enabled. Where
appropriate a “Digital Dashboard” should be
implemented. A “Digital Dashboard” basically
means that the most significant Key Performance
Indicators are graphically displayed and
compared to pre-defined benchmarks on a
computer desktop.
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8.3  ZEIpEMLEATHE” Fll
Hold “Activity Based Costing” Workshop

NV A T 50 55 I 2 FH SR B I Al i A7 5 (R0
f AR BT, BN, vk ) andal s A AR b Bl A T B
JTEEAR I I il R R 55 O AR

The “Activity Based Costing” workshop is used to
train business owners (and other appropriate
team members, for example the accountant)
how to analyse product and service costs using
activity based costing.

RGBS ML P AT AR A RSB ---Z W
PR EE I BT i ARV B A T BB I B
Formally invite the business owners and
management team - refer to the “Invitation to
Activity Based Costing” in your training
resource pack.

Z A S OSSR ) AR (B
xx, FEMTAR)

Arrange venue (try to use a neutral venue.) and
refreshments (morning tea , lunch and
afternoon tea).

witi--- A, BHRE, BT PowerPoint
BR), 46 B, WA ESHARBIEIITE
A B TR

Equipment — whiteboard , marker pens ,
computer (for PowerPoint presentations) ,
paper, pens, projector. Please refer to the
“Seminar_Checklist” included in your training
resource pack.

I, IREHE T 5 a8 W SeAT R AT 5
Jiide  RXMEAINHER T EBCOR, & EA
(A 7K P (0 N 0 A0 I N A i 56 AT 55 1 1) 3 7
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.

During these sessions you will be teaching
participants how to implement activity based
costing. This training is only appropriate for
manufacturers who manufacture a range of
products that require differing levels of
overheads and effort in order to be completed.

o S fEs bEGRI G MR T RAEARATT A
MV B 4] S it A0 A T AR b AR T B
During the session participants will be guided
through an example that will assist them to how
to implement and use activity based costing
within their business

o 15 I AENRAS T T AL —
Please refer to “Activity Based Costing”
Resource Pack.
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8.4 VHEFIMEE S

Review the profit possibilities

o RIAERLIZ S MV A & M 4 BLZE — kT 2,
e HE AR e 2 AR IO ) K
You should now hold a meeting with the business
owners and senior management team in order to
identify immediate areas for profit improvement
within the business.

o ik,  ARTEEMAIAIEE ST A
In order to do this you will need to use the “Profit
Possibilities” tool.

o BRI FATARATHY i — B 554 i K
Ask the business owners to bring along their last
financial statements.

o XU H IR AV IR D I B R I AR
The purpose of the meeting is to establish the
best way for the business to achiever.

o I AH % P EEE R A TR, R Wt
A 1 37t ol 8 0 5 55 S s, =

By using the “Profit Possibilities” tool with the
clients’ figures you should be able to establish
the easiest strategy for the business to grow i.e.

O AV S A AERE e (ATSR) B B ?
Should the business aim to increase the
number of customers (“A” class)?

SRR CNAVE SISl AP (2PN ES)
N H bR
Should the business aim to increase the
number of times that a customer repeats
their purchase (buying frequency)? or
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S AV 2 g B A7 EE n B i £ 8 >k
IR AR 5 R A e A 2
Should the business aim to increase the
average value of each sale e.g. by putting
up prices or by increasing add-on sales?

IR GRS RIS ARRE RN, E R A
X A A AT

As you go through the different scenarios with
the client, please ensure that you have their
commitment to the numbers

—H IR RhE, B KR T RS
N

Once a strategy has been decided upon,
brainstorm for ideas on implementation.
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8.5  FREEMURIES T

Environmental Sensitivity Analysis

ARV R AR IR B 0 2545 1 AN W e, AER HH Al
T i IR 2 R0 B o

The external environment of the business must
be continuously scanned in order to identify
opportunities and threats to the business.

WIS — NI URME A AN, /N
VU7 3 TR, B 5T LR PYAS S

An environmental sensitivity analysis team must
be established. It should comprise of 4 team
members, one for each area:

O BURKEE;
Political / Legal;

D BUF
Economic;

S &tk
Social / Cultural; and

S R,

Technological.

ZANH AL IBRFEE R A BEHEAT IR, LA B2 A
FBHr o AT B I ) — L P A5 2

The team must continually scan the environment
to identify threats and opportunities for the
business . Examples of things they should
monitor, include:

S RANIGE
Newspapers and Journals;

S EEXNTFHATE;
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Competitor actions; and

The Internet.

o XUBWTMINZEN AR ITAERE, X, A
5 5 AT DA i AT 00 )
These should be reported back to the owners of
the business so that the business strategy can be
adjusted as necessary.

o PREERURAE/INHREAS H AR EEAS HARATT A I A B
A ATT A 5 22 AT 2 H BRI B B . R Y
FEAE S E B BURIE T I R -1 2 WY .
IR TR IR Tt
Every month, the Environmental Sensitivity =
Team must submit back their findings. Their
report is tabled at the monthly Strategic
Management Meeting. The report is contained
within the “Environmental Sensitivity Analysis

Worksheets” — please refer to the
“Environmental Sensitivity Analysis
Worksheets.”
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8.6  SEAT H ARG E B IUHIE
Implement monthly Strategic Management
Meetings

o ZUWHIHKRREE ST AR SEI R B, @it
AE FR 7 TH O HEJE o
The purpose of this meeting is to monitor the
businesses progress towards its mission ,
vision and objectives.

o TREZWHIMK, A ESHZERS| S
(G
2 days prior to each meeting all attendees must
be issued with a board pack.

o IR A

Each board pack should contain:

S SR
Agenda;

S MEIHURNE TR
Environmental Sensitivity Analysis
Reports;

S Wi AW SRS (AR TR, B0
R AL ER);
Financial Statements for the previous
month  (including Profit and Loss
statement, Balance Sheet and a Cash
Flow statement);

O WEHEAMSERRL ST UL
Comparison between budget and actual
performance;

S 3FEFENGHRIRA E TR
The 3 — Year Key Performance Indicator
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Business Plan; and

S PRS-
The Balanced Scorecards

o  RATAMIEE P VR ML T W BEA---1E S W Tl
e B PO A . —
We have provided an Agenda template for the
Strategic Management Meetings — please refer to
“Strategic _Management Meeting Agenda’”

Template.
o FHREWZIEN ME HAFETHI RIS BGE .

AT IRHER T I R A 152 W, SR B =
KW VAT A

Minutes with assigned actions should be
prepared after every meeting. We have
provided a “Minutes Template” to assist you —

please refer to "Strategic Management
Meeting Minutes” Template.

IFC-CPDF “Delivering Solutions For Prosperity” 174%age of 182



JO ] 5 0 415

8.7 HlEFEIETHRIH

Develop the Annual Strategic Planning Calendar

FIHATNIE, C&flE TITERN RS, IHE
AR,  DAERAE SR @ —Maity, Witk
AV g R B & T T S R R G A N
(i

Now that the business has all its systems in place
and is operating effectively a structure needs to
be put in place to ensure that the “Strategic”
planning aspect of the business is integrated into
the business systems.

A0 ZHU9 S TRV B E — A I 1) 22
The business must put in place a schedule for
the strategic planning activities.

FEEHR WL AVEAL BT 55 ELFE:
Tasks that need to be reviewed at least annually
include;

O HRFEEWE, OFEHaEE, WoEAAER
I SRR s
Preparation of Annual Budgets including
Profit and Loss, Balance Sheet and
Cash flow Statements;

O Pl AL SR TR
Review of Strategic Business Plan;

S VEA T E A R H R AN T 3 S R
TESH
Review of Strategic Marketing Plan and
assessment of Marketing and Promotions
Calendar

S P EARR T
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Review of Technology Plan;

O VPl AR IR, AFE R I SR AR
pdlE
Review of Human Resource Strategy
including Training Needs Analysis and
Plan;

= SN AT

Review of Knowledge Strategy;

S VPSR

Review of Environmental Plan; and

D R

Review of Operations Plan.

o MENFEIFRIH I B HE AR BOP AL AR R “;2},
8] FATIRIRAE T — A BEA -5 2 DL 52 5 s
R H P,

Schedule each of the reviews on the “Annual
Planning Calendar. We have provided a
template for you — please refer to “Annual
Strategic Planning Calendar Template.”
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8.8 HEFRMIE, BTN IT RIS

Monitor progress, revise and update Action Plan and Strategy

o IRIFHETUFEMEM T LA EER. AT
AHME TIRKIE /1A ER T H AR A5 H
BB, AR RS IX R PP AN AT 2E--- B,
R A R BRARY ) 5 T 37
It is so important to keep the process going.
The business owners have worked very hard to
reach this stage in the program and now they
must keep the process going — continually
measuring and managing your activities.

o HIfEAMLAREE CARHIE, B2 TR EN HFFITIEKL.
Even though, a business strategy has been
developed, this strategy may need to change.

o MR E B UNE 2 35 B AR A HH R A AR b AR ) )
Mo TS LIRS 2 e B 2
The Strategic Management Meetings should
help you identify issues that may affect your
business strategy. Please refer back to the
Strategic Management Meeting Minutes.

o ATENTFRIFERE— RN B 2 U 2 Ja 1 L 24 SR
Action Plans should be updated after each
Strategic Management Meeting.

o IFHIMES R — A RIEHIIRES, TR — RRIRE

T LA R B A X Wy
SCHEAF T B T A S ST T B 2 A =

AP ) 1 4 T AT U B

It is important to understand that a good strategy
is a “flexible” one. Please get the business
owners to read the “Strategy As A Craft” article —
please refer to " Strategy As A Craft Article.”
This will help them to understand the importance
of adapting the strategy to respond to
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opportunities and threats.

o HJa, WWfE----IREEMTEMFNE,  IREIRESEH!
Finally , remember — what you can
measure, you can manage!
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