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B KDSWHUSURYLGHG DQ RYHUYLHZ RI WKI
IXQGDPHQWDO PHVVDJHV RI R>J UMW HZUE
OHJDF\ DQG FXUUHQW FRPSHWHQFLHV WK
VHHQ DV FRPSHWHQW E\ WK HL D G\DR. HHQ BVPL
WKDW DUH PRVW FORVHO\ DVVRFLDWHG Z|
DOWHUQDWLYH VWD NFRIQFQEBHVELUW X SW K H
'KDW LV WKH UHODWLYH LPSRUWDQFH RI
YHUVXV WKH DFWLYLWLHV RI WKH +5 GHSI
UHVXOWV" 7KH FRQFOXGLQJ VWDMELVWLF)
GHSDUWPHQW OHYHO DFW HDMWHWB V. FRZYFHN
YLUWXDOO\ DOO VWDNHKROGHU FDWHJRU|
SRIHVVLR@DOVLPSRUWDQW ILQGLQJ VXJJH
DFWLYLWLHV UDWKHU WKDQ LQGLYLGXDO
EXVLQHVV SHUIRUPDQFH DQG VWDNHKROG

,Q WKH QH[W WKUHH FKDSWHUV ZH SUR
ILFWRBWX 3 KIPQ L]D WRKIE WHHUD S SOQRWDWLR
UHVHDUFK DQG DB D]DADMRLRQ DNVRDRAKR O F
EXVLQHVV &KIDLIWWBQ®H DSIOQRWWLRQ OR
GHSDUWPHQWYV

& KDSWHUUHYLHZ WKH HPSLULFDO HIYLC
GLVEFXVVZQLPWLRQV H[LVW DQG WKHLU F
*LYHQ WKH FXUUHQW SUHRFFXSDWLRQ RI
ZH H[DPLQH WKH LPSRUWDQFH RI EXLOGLC



IRFXVLQJ SURBDYLIOVWDEBQEQOLW\ WR FUHI
DGYDQWIVIHI WKLY IRXQGDWLRQ ZH UHYLH
RUDQL]DWLRQDO KBS FBISODIELDHWLHY LQ D
LGHQWLILHG WKUR X XR DX BHRRXW RHH ER B %/
+5&6 H: SURYLGWWHSRIXWRFHVV E\ ZKLFK W
WKHVH UHDXQLV DWHRRQD O HF WKME)L 6 RWEB X G
WKH ORJLF IRU GHVLJQLDIQDQmBWHR@®XF A
\RXU RZQ |RIWD QRXDVRR Q

2 WDQ] DARQO DAMY

JHW XV EHJLQ ZLWK WKH I1XQGDP HDMWILQDN
PDWWHUV ,Q IDFWR VW PNDFKWOMGEHIDNVG RY P
WKDQ LQGLYLGXD\K VDKKRONG HB%\W DVN  +D
ILQDQFLDO SURPEXWWRP,HWY DVN +DV , %I
SURPLVHG/ UMIXODWRUV DVN +DV ,%0 FR
UHIJXODWLRQMPSOROHHY DVN +DV ,%0 WU
DXGLHQFH RI WKH 6DQ J)UDQFLVFR 6\PSKR!
SHUIRUPHG ZHOO" 7KH IDQV RI ODQFKHVW
1RWLFH WKDW VWDNHKRO®H UDWLRID D Q VS H
LMHVXOWMLU H[SHFWDWLRQV IFFXV ROLR®&
PXFK OHVVHU GHJUHH RQ WKH SHUIRUPD(
SHUIRUPDQFH LV FHUWDLQO\ H[SHFWHG D
DGYDQWDJH UHVLGHV LQ PDNLQJ WKH ZKR
6WDNHKROGHUV UHFRJQL]JH WKH LPSRUWD
SULPDULO\ XIRQIGDMWKHR A WDFFRXQWDEOH
7KLV ORJLF LV UHLQIRUFHG E\ WKH UHV)
LQW U R GXMHIBWVIERLFK PHULW I XUWKHDE G HSC
ZKLFK ZDV DOVR.SDEWHDRGIE LQ RXU UHV
GLVWLQJIJXLVK EHWZHHQ WZR FDWHJRULHYV
VWDNHKROGHU YDOXH 2XU PHDVXUH RI E!
RUDQL]DWISHRWRUPDQFH RYHU WKH ODVW W
SHUIRUPDQFH PHDVXUH FDQ EHVW EH LQW
FRQWUDVW WKH PHDVXUH RI VWDNHKROG
VXVWDLQDEOH LQWDQJUKEEB WKDX\H L QWD\C

FUHDWHG IRU VWDNHKROGHUYV LV D VLJQL



%HFDXVH/RALAMSLRQ WR FUHDWH]D® GROQOO
SURPRWHV KLJK SHUIRUPDQFH WKH IROOI
LQIOXHQFHIRQLDPWURQ RQ VWDNHKROGHU

Table3.1 ,QIOXHQFH RI LQGLYLGXDO FRPSHWEH
DFWLYLWLHV RQ RYHUDOO EXVLQHYVVHDHRL

Business External Investors/ Line
Performance Customers Owners Communities Regulators Managers Employees
iy 19.8 12.2 178 22.4 15.3 16.2

HR Professional
Competencies

Activities of 31 46.5
HR Departments

Other Variables 61.3 SELT
(e.g., strategy, capability,
culture)

Multiple Regression R® 45.2 52.5

*Columns sum to 100

52.4 52.8 41.7 60.7 59.8

354 29.4 35.9 24 24

49.5 39.5 36.9 516 57.2

{KHVH HPSLULFDO UHVXOWY DUH VWULN

IROORZLQJ

'KHQ +5 GHSDUWPHQWYV |XQF@ILL]JRW DR/QM)
DSSUR[LPFOWHMLRHVLPSDFW RQ EXVLQHV)
FRPSDUHG WR WKH FRPSHWHQFLHV RI LC
FRQWLQXHV ZKHQ ZH @ RJIDSMDILRHQ W& HVRUL G
HYHU\ VWDNHKROGHU

+5 DVIDQLRDWLRQ WIZHBMH Y RYXHW IRU H
WKDQ GR FRPSHWHQW LQGLYLGXDO +5 S

+% LPSDFW RQ WKH YDOXH FUHDWHG IR
WHKH WMPKHV LPSDFW RI LQGLYLGXDO +5 W

+5 DVIDQLRDWLRQ KDWIZSWHR[LPBDFHW \F
WDOHQW RQ WKH FRPPXQLWLHY DQG UH.
7KH YDOXH WXDLMWDWELRQV FUHDW HRDRW VDL
JUHDWHU WKDQ WKDW RI +5 LQGLYLGXDC

/KH LPSOLFDWLRQV RI WKHVH ILQGLQJV

GHSDUWPHQWYVY WKH DIJHQGD DURXQG ZKL
WKH\ IXQFWLRQ IDWQ L QDVHIRI@W HE& HR\UF KD O C
DVVXPSWLRQ WKDW PDQDJHUY DQG HPSOF



KDWH +5 :KLOH WKHVH VWDNHKROGHUYV
YDOXH FRPHV IURPIRKW WV RO WBKGWWHDYRR Q

P SRUBGQFHR WH2 WIDQ] DARD

3ULPD IDFLH HYLGHQFH VXJJBQWM WKRQLP
2UDQL]DWLRQV SHUYDGH DORRWKNIHX HHYF H
PRVW SHRSOH ZRUN GLUHPBPWD\DRWL RQ G L U\H
FRQVXOWDQWYV WHQG | WW RN ORWEBYLVR
HPSOR\H®WWRQ DQG OLVV +XGVRQ 7KHIB"
HPSOR\HU LQ WKBHXRWOGLYVEWH BBSOR\HL
DUHDOPDUW DQG/OH'RQD®E IRRWEDOO LQ
HYHQ LQGLYLGXDOVXBER WDW LIRIOH RHQWNQ QL
E\ BDQL]DWLRQV ,Q WKH 8QLWHG 6WDWH\
IRSURILMWQ RIWD WIFFRVYGLQJWR *IVOIOXIHSRI

SHUFHQW RI $PHULFDDD/QEDHGE RJ M®RL D MRX
VRPH NLQG

,Q DGGLWLRQ WR VXFK SULPD IDFLH HYL
VXSSRUWYV WKH 1P SORIDMWOL@EHLRI RAKLHYLQ
UHVXOWV B6WXGLHV RYHU WKH SDVW WKU
RUDQL]DWLRQDO YDULDEOHYV DUH JUHDWB
FRQWH[WXDO YDULDEOHV VXFK DV LQGXV\
ORFDWLRQ

$ VXUYH\ RI WKH OLWHUDW X B QQ]BWR g |
EHKDYQBBQG SV\FKRORJ\ UHYHDO ILVE@LRD
H[LVW ,Q RUGHU WR EHWWHU PDQDJH DQ(
RUDQL]DWLRQ LW LV XVHIXO WR XQGHUVW
RUDQL]DWLRQV LQWR H[LVWHQFH DQG WR

6SHFLDOPMRMORIQJ RQ WKH ZRUN RI HDU
SKLORVRSKHUV DIGH® WHRIMKBWLRQV H[L
WKHLALHQF\ Rl ODERU VSHFLDOL]DWLRQ
PDQXIDFWXULQJ RI SLQV +H VXJJHVWV \
PLIJKW PDNH  SL«RZHQMBIWGORIK WKH VSH
RI ODERU LQ ZKLFK RQH PDQ GUDZV RXV
WKLUG FXWV LW D IRXUWK SRLQWV LW



LQGLYLGXDOV ZRUNLQJ WRJHWKHU PLJK!'
GD\

,QIRUPDWLRQ FRVIR RSQVERBL]BEWLRQ@HUYV
20LYHOQOLDPXYRIHVWDWKDMWVRRQV H[LVW \
IDLOXUH RI PDUNHWYV WR IXOO\ FDSWXUF
SULFLQJ ,W LV FRQFHLYDEOH WKDW D V
RUDQL]DWLRQV 7KLV PLJKW EH WKH FDV
HYHU\ ZRUNHU DW WKH HQG RI HYHU\ GD
DFFRUGZRMX®Y\HFRQRPLF YDOXH ZRXOG EF
EHLQJ DQ LOGLYLGXDO FRQWULEXWRU Z
VHUYLFHV WR FXVWRRSHWY WKRZHRYCHUR ZL G
FRVWV Rl GHWHUPLQLQJ WKH YDOXH RI (
JLUVW EHFDXVIHQWKAS ¥ BOHHKRLFDO ZRU
PLJKW EH XQLTXH WR D VSHFLILF ILUP V
LOGLYLGXDO ZRUNHUV EHFRPHV HFRQRP
HPSOR\HHV DFW RSSRUWXQLVWLFDOO\ L
YDOXH Rl WKHLU LGLRV\QFUDWLF ZRAX¥ K
WKH FDVH ZKHQ WKH ZRUN KDV WKHVH F
EHVW GRQH LQ WHDPV ZKHQ WKH ZRLU
EHLQJ TXDQWLW\ EDVHG DQG LMPX @O
GHWHUPLQH ZKHQ YDOXH LV FUHDWH
ZKHQ WKH YD®X2RBNWRGKHW EH GHWHUPL
UXQ DQG ZKHQ SHRSOH GRLQJ WKH Z
6XFK DWWULEXWHV FHUW ZIRQUO\ QD LRDR
FRPSHQVDWH IRU WKHVH G\QDPLFV VXF
LOQGLYLGXDOL]HG FRQWUDFWLQJ GHFLVL
7KH\ DUH JLYHQ JRDOV DQG RWKHU RXW:!
RWKHU PRQLWRULQJ PHFKDQLVPV JDWKF
SHUIRUPDQFH DQG WKHLU YDOXH WR WK
LV LQ KHOSLQJ PDQDJHRHRLW QFR RP SWKRY
UHGXFLQJ WKH FRVWV RI PRQLWRULQJ D
FUHDWLQJ FRPPRQ JRDOV DQG YDOXHV V
RSSRUWXQLVWLF DQG IUHH ULGLQJ EHKE
LOQIRUPDWLRQ FRVWV RI SHUIRUPDQFH P
&RPSOHPHQWDURMOMHY VWUHDP RI WKRXJ
RUDQL]DWLRQV H[LVW WR FRRUGLQDWH z
GLHUHQWLDWHG RQ RQH KDQG EXW DUH



WKH RWHKHWY VXFK DV *( RSWLPL]JH WKHLL
WKDW WKH\ LOWHJUDWH FRRWGRQDWHAW
NQRZOHGJH FDSDELOLWLHV WHFKQROR
EXVLQHVV XQLW VWUDWHJILHYV UHJXODW
7KLV LV GRQH WR UHGXFH FRVWYV DV ZHC
&RQVLGHUDEOH UHVHDUFK KDW IVORZLR @/
WHQG WR KDYH ZHDN LQFRQVLVWHQW F
EXVLQHVV RXWFRPHV %R®LIEWQRQRIDD B
DV LQWHJUDWHG V\VWHPVY WKH\ KDYH D
SHUIRUPDQFH 7KH LPSQIDFRDMWDRWQR@OWHI!
ZKROH JUHDWHU WKDQ WKH VXP RI WKH
DQG +5 WR KHOS HQVXUH WKDW WKHVH F
SROLW DRIBOQYWUDWHJILFDOO\
3V\FKRORJLF D QWXKD VOMRPGIQMILHIG M E Bl W Q¢
D IXQGDPHQWDO GULYH RU QHHG WR DV\
HPSLULFDO IRXQGDWLRQ GQH 4 EVDKLIHU DD
DW EHVW LW FRQWLQXHV WR EH XVHG D
PRWLYDWLBSOUBGLWRWRRQV SHRSOH K
VXSSOLBGQLPDAMLRQDO VHWWLQJV &RRU
SHRSOH PHHW WKHLU EDVLF QHHGV IRU
VDIHW\ WKURXJK FROVXH BWLXH BB MR QRO
SHRSOH LQWHUDFW ZLWK RWKHUV DQG J
DIHFWLRQ 7KH\ GHYHORS DWWDFKPHQW:'
SURYLGH LGHQWLW\ DQG EHORQJLQJ 7K
UHZDUGY HVWHHP QHHGV PD\ EH HQKDQ
EH OHYHUDJHG IRU JUHDWHU FEX HDWDWQZ®! ¢
'K\ RIRUN RIDQL]DWLRQV KHOS SHRSOH
KXPDQ QHHGV LQFOXGLQJ VHOI DFWXDO
IURP KLJK SHUIRUPDQFH

&UDWH DQG OHYMH Q JW KWMDRORMMWVHHPLQ.
HQWUHSUHQHXUV ZLWK VXEVWDQWLDO L
WKURXJKIBQUDWRIRQDO WUDLQLQJ H J
DFFHVV WR HDUO\ FRPSXWHUV DQG SUR.
KLJK VFKRRO DQG 6WHYH -REV ZLWK KLV
ZKLOH VWLOO D KLJK VFKRRO VWXBWYBW
VR FDXJKW LQ WKH P\WKV RI WKH EHVW
WKDW ZH WKLQN RXWOLHUV VS BDQIKED W



DGGLWLRQ WR KDYLQJ WKH ULJKW RSSRI
ULJKW WLPH LW LV 1UBDDXHDWLICR QDIOHH S
FXOWXUDO OHJDFLHV WR ZKLFK WKH\ Z
H[FHO O0DQ\ KLJK SHUIRUPLQJ RXWOLHU
OHYHUDJLQJ WKHLU L Q KHDGILY WWILERLGM. \R L
)XUWKHUPRUH QR RQH FDQ DFKLHYH

UHTXLUHG IRU LQGLYLGXDO H[FHOOHQFF
FOHDQHUV HQFRXUDJLQJ IDPLOLHV DQC

JRU WKHVH UHDMRQYVYRRY H[LVW &RPSHV
GHWHUPLQHG E\ OHYHUDJLQJ VSHFLDOL]D
E\ LQWHJUDWLQJ FRPSOHPHQINMDLYDWLR DE
JUHDWHU WKDQ WKH VXP RJ DMK HDS\DLLRIQVW E
OHYHUDJH WDOHQW )RU DOO RI WKHVH S
PXVW SURYLGH SURFHVVHV VWUXFWXUHYV
FRPPXQLFDWLRQV WKDW FQIDWW LIRED®D @ XA

+RZ 6KRX@: H7 KION$ ERX\VW DBONQ WH
&ROM WR 2 WDQ] DARY

2YHU WKH ODVW FRXSOH RI GHFDGHV WKI
FRQVLGHUDEOH PRPHQWXP 'R]JHQV RI ERR
LPSRUWDQFH RI WKH SURFHVVHV RI KLULC
WDOBOQWQW PDQDJHPHQW FRQVXOWLQJ SL
PRUH WHOOLQJ LV WKDW PDQ\ +5 GHSDUW
DQG LQ VRPH FDVHV +5 GHSDUWPHQWYV KI
UHFRJQL]H WKH FHOWUDOLW\ Rl WDOHQW

' H VXJIJHVW WKDW LI WKH IRFXV RQ WDC
PLIJKW ZHOO EH FRXQW HLUELLOR G\X FWR YRS W R
EXVLQHVV SHUIRUPDQFH 7KH YXOQHUDEL
IRFXVHV RQ RSWLPL]LQJ LQGL Y MEIXDHOMMLL
IRFXVHV RQ HQVXULQJ WKDW FRPSDQLHYV
DFKLHYH WKHLU SXUSRVHV &HUWDLQO\ W
DQ\JRWL]DWLRQ EXRRAXWIQJ SULPDULO\ R
FRQWULEXWLRQV WKH WDOHQW PRYHPHQ
RUDQL]DWLRQDO ZKROH HTXDO WR WKH VX



7KH WDOHQW SDUDGLJP ZDV VWURQJO\ [
OF.LQWHDU FDODRAQWH DXWKRUV SURSRVHG
ZHUH REVHVVHG ZLWK WDOHQW 7KH\ KLUI
EXVLQHVV VFKRROV 7KH\ SDLG WKHP ODY
WKHP EH\RQG WKHLU QH[W EHVW DOWHUQ
DQG WXUQHG WKHP ORRVH 6WDU SHUIRUF
VWUXFN WHKHLG® QRQFDQDJIHU FRXAQG KR O @& |
HPSRZHUHG WKH HQWUHSUHQHXULDO 10DI
LQWR VHQLRU SRVLWLRQV $00 RI WKLV U
VRPHWLPHVY WR WKH SRLQW Rl SRWHQWLD
WKHDRUL]DWLRQ ZDV VXEOLPDWHG WR W¥H
*ODGZHRWVDWXFK ZDV WKH FDV I DR H ®RDI
WKDW IROORZHG WKH ZDU IRU W D@HEW S

7KLV LV QRW WR VD\ WKDW FRPSDQLHV \
QXUWXUH YHU\ JRRG LQGLXH GODXO MWRD WE
RI LWVHOI ZLOO WHQG QRW WR FUHDWH F
RI IRUXPV DURXQG WKH ZRUOG ZH DVN JU
+RZ PXFK WLIRUWQE@RHRX VSHQG WU\LQJ \
SHRSOH" 7KH\ XQLIRUPO\ UHVSRQWE L Q4 V
JRRG RI D MRE GR \RX GR" 7KH\ DJDLQ XQ
JRRGH FRQWLQXH 1RZ DOO RI \RX OHDYH
FRXQWHUSDUWY IURP \RXU PRVW DJJUHVYV
URRP 1RZ ZH DVN \RXU FRPSHWLWRUV WK
UHVSRQG" 7KH H[HFXWLYHV FRQILUP 2XI
ZH GLG 7KHQ ZH DVN 6R ZKR LV ULJKW
UHVSR®IGDUH ERWKWHK YKKADW: UHVSRQVH W
HFRQRPLVWY KDYH NQRZQ IRU PDQ\ \HDUV
KDYH URXJKO\ WKH VDPH U,MZ\R X H FKIDWOLLQ B
\RX ZLOO ZLQ VRPH DQG \RX ZLOO ORVH V
LQGLYLGXDO WDOHQW WKDW \RX KDYH Wl
ZLWK WKH WDOHQ®BQRQWKDWRLIBWRRQ LV

7KLV FRQMHFWXUH LV VXSSRUWHG E\ ER
*UR\WEHHH DQG 1DQGD IRXQG WKDW
PRYHG EHWZHHQ HPSOR\HUV H[KLELWHG C
ODVWHG IRU DW @R DN VWHIHH WHKBIUWDNH W
WKHP WKHLU SHUIRUP BQRH FKNVDQ\G FBROQM\F



LQ WKH 1DWLRQDO %DVNHWEDOO $VVRFLEL
ZLQV WKH 1%$ FKDPSLRQVKLS RQO\ BERIXQ
WKH ERRNPDNHUV RGGV RI WR  /HLF
3UHPLHU /HDYXRFMWKMLRQ Rl IRRWEDOO FC(
IRRWEDOO OHDJXH VI\VWHP 7KH DYHUDJH
ILYH WHDPV LQ WKH OHDJXH ZDV V ZDRIHWC
D SDOWU\ P L OHDIFZ® SR XHQ/GYV WR EHD

7KLV LV QRW WR VD\ WKDW \RX FDQ OHW
WKH EHVW WDOHQW %XW FRPSHWLWLYH [
RUDQL]DWLRQ ZKROH JUHDWHU WKDQ WKH
DQG OHYHUDJL QIDIXIJPWILRQ RMKPW FUHDW
6R LI FRPSDQLHV IRFXV SULPDULO\ RQ WD
RQ EXLOGLQJ DQ® QHDPMULRIL Q¥ KHLU DELO
DGYDQWDJH LV VHYHUHO\ OLPLWHG

7KH LPSOLFDWLRQV RI WHK®L\D/OLRIDD § HD
UHDFKLQJ ,I D FRPSDQ\ VD\V LW KDV D S
WKH TXHVWLRQ LV :KDW GBHRS\HRHWRHP\S
SHRSOH LQ WKH VLQJXODU VHQVH RI SHR
PHDQ SHRSOH LQ WKH SOXUDO VBQVMDWRILF
GLVWLQFWLRQ JRHV VR IDU DV WR GHWHU
PDMRBRRU H[DPSOH D FROOHJH DGYLVRU D\
'KDW GR \RX ZDQW WR PDMRU LQ" 7KH VV
SHRSOH 7KHQ WKH FROOHJH DGYLVRU PL
SHR'SOHKH IUHVKP DROXVN\OREIRBSOH DV LQGLY
WKLQN DQG DFW 7KH DGYLVRU UHVSRQG'
\RX ZLOO ZDQW WR P D MR LQHSY S FEERID RVIR
WKH IUHVKPDQRXHVGRBRESO H<D VJWE DJDWR B
WKH DGYLVRU ZRXOG UHVSRQG JDIK. LD WRR
ZLOO ZDQW WR PDMRU LQ HFRQRPLFV WK
KDV LWV URRWV LQ HFRQRPLFV  7KXV WK
PDQDJH SHRSOH DV LQ GIHWHXE OV RPHWYIGRY
PDQDJH SHRBQH]DW LRRWD

JURP D YDULHW\ Rl SHUVSHFWLYHV LW L
OHDGHUV WR XQGHUVWDQDWKR @/ KNDDEHEYDF
FRPSDWLEOH DJHQGDV $QG LW LV JWDKQURD
DQG QRW MXVW WKURXJK WDOHQWHG LQG
DFKLHYHG



2 D] DARDCK. CEDELMN 7 KHE& ROMKRAN

O0DQ\ DOWHUQDWLYH FROQBH $OWXIDROQ JHOMWYLIR ¢
2UDQL]DWLRQ VWUXFWXUH LV SUREDEO\ W
RUDQL]DWHRGOH ZKR JRBXDRQRQY LQ WKL
KRZ WR GLYLGH XS VSHFLDBUHGNDEMPLHQV
JHRJUDSBKRGXFWVY PDUNHWVY WHFKQRORJ
SURSRVH DOWHUQDWLYH PHFKDQUWPW GW I
SDUWV FDQ EH UHLQWHBHEWHGJ\H IR \KDRM
LOQWHJUDWHG JRDOV FRPPRQ YDOXHV RU
PHDVXUHPHQWY LQIRUPDWLRQ VKDULQJ L
IRUFHVLWKLQ WKLV VDPH DSSURDFK WKH)\
WKHDRUL]DWLRQ DFURVV YHUWLFDO OLQHYV
PDQ\ OD\HUV Rl PDQDJHPHQW GRHV D FRP
VSDQ Rl FRQWURO" :KDW LV WKH JUDQW
OHYHO" 7KH\ WKHQ DG G UHMWVWH &R Z DWRH BEUQ
DOLJQPHQW 6XFK YHUWLFDO DOLJQLQJ P|
ZDONLQJ DURXQG WRZQ KDOOV GHOHJIDW
YHUWLFDO PHVVDJLQJ DQG HPSOR\HH VXI

$PRQJ RWKHU DSSURD F KB LZWRVILROP DQY.H

SBFHVWVRDGSRUDQL]|DWLRQV DUH WKRXJKW
SURFHVVHV WKDW EHJLQ ZLWK FXVWRPH
PDUNHWLQJ VDOHV DQG VHUYLFH 7KLV
FKDLQ DSSURDFK E\ ZKLFK HDFK VWHS L

HPSKDVL]HG DV SRWHQWLDO VRXUFHV R

EXOMWRBOFRIDQL]IDWLRQV DUH WKRXJKW
DQG DVVXPSWLRQV WKDW JLYH IRFXV L(

HPSOR\HHVY DV ZHOO DV WR FXVWRPHUYV

6\VWHPROFXIDQL]|DWLRQV DUH WKRXJKW
OHDGHUVKD®LDMWLRQDO SUDFWLFHV WK
RIDQL]DMMWQRDWHILF GLUHFWLRQ 7KLV |

FODVY BB WRI ([FHOIOHDFANHQWXDOO\ EHF
IRU OF.LQVH\PRGHO DQG RWKHU UHODW

&RHUFRPSHWRQFREDBEGUDWLRQV DUH WKR
WHFKQLFDO FRPASHWGKVLHYLQJ DQG EXL



FRPEXVWLRQ HQJLQHYVY WKDW DUH PRVW
WHFKQLFDO NQRZ KRZ LV EXLOW DQG OH
DGYDQWDJH

6WUDWHIJLRDREKID QSIPWLRQYV DUH WKRX/:
WKURXJK ZKLFK WKH VWUDWHJLF JRDOV
PDUNHW IRUFHVY WKDW GHWHM@LIPANVERAV
PHPEHUV ZLOO EH UHZDUGHG E\ VRFLHW
ZKLFK VRFLHW)\ DDMRDLDW MWRKHMWRRHJLVW

:H SURSRVH WKDW WKH PRVW SIDZHJDX\OL
WKURXJK WK K DIR.] DM RR QROW &FOCSIER 100 MWAL\H
ZKDW WXPLRIWLRQ LV JRRG DW GRLQJ WR:
FUHDWLQJ YDOXH IRU LWV VWDNHKROGHU
RUDQL]DWLRQ SDWWHUQV WKH FROOHFWL"
WKURXJK LQWHJUDWHG LQIUDVWUXFWXUH
WUDLQLQJ DQG LQXRUDP S SW RIS K)B\E LR D C
EXLOGY RQ DQG OHYHUDJHVY DOO RI WKH ¢
SURYLGH D ORJLF WKDW ZLOO RSWLPL]H V
DGYDQWDJH DQG E XVYRHMW WABFREURFHV

BWHSLUPV VKRXOG ILUDW LG MWQ R Q D ON KD
WKH\ P XV VP HIIDWHVEEPWQOW YV R F XV WHRARHOX
BWHSH WKHQ VXJJHVWL®HKOQW LR WKIFGARLY
FDSDELWMKWWHALOO EH UHTXLUHG WR PHF
UHTXLUHPHQWYV

BWHSR IXOO\ OHYHUDJH WKHVH WHFKQLF
ZRUNIRUFH WRZDUG WKH PDUNHW EBWNIHE
G HMGUF XIOWMKMW LV KRZ SHRSOH QHHG W
ZD\V WKDW DUH FRQVLVWHQW ZLWK PDU
BWHSIKIKOO VRVYWIMPL]IDWLRQDO SUDFWLF]
DQG GHOLYHUHG WR EXLOG WKH FRUH W
HQFRXUDJH SHRSOH LQGLYLGXDOO\ DQG
ZD\V WKDW ZLOO PHHW WKH UHTXLUHPH(

JURP KHUH ZH HODERUDWH RQ WKH IRXU



2 LDQ] DARQDOR. DSDELON 7 KH$ SSTFDARD

:H VWDUW IURP WEBQIUBWLRIDWHKDWW WR
VRFLDO SXUSRVHV WKDW DUH UHSUHVHQMW
VKDUHKROGHUV I D FRPSDQ\ IDLOV WR G
Dbv ZHOO DV RWKHUV WKHQ FXVWRPHUV D
RIDQL]DWLRQDO FDSDELOLWLHYV PXVW EH
TXHVWLRQ LV

'RHV \RXU ILUPJBDQYHDWKR QRDJO FD SB BALIOD
PHHWYV WRMW DXHEHEINXKIPHW WY RI WKH PDUN
LWV FRPSHWLWRUV"

Step 1: Defining the Required Organizational
Capabilities

. LWK WKLV SUHPLVH LQ SODFH ZH WKHQ
DUH HTXDOO\ LPSRUWDQW +DYLQJ D FOHI
\RXU PRVW LPSRUWDQW SUHVHQW DQG IX\
WR FXVWRPHU UHTXLUHPHQWY RWKHU FU
ILUP UHTXLDBOGIIRWLRQDO FDSDELOLWLHYV
PLJKW LQFOXGH VKDUHKROGHU H[SHFWDW
HFRQRPLF KHDOWKVRB S/&IHHUYG ROWNH @/ FSII
FRPSHWLWLYHQHVV JOREDOL]DWLRQ WKI
OLIH F\FOH WUHQGY DQG WKH VSHHG RI V
JURP WKH +5&6 GRQH LQ D X DEY QRL B
FDSDELOLWLHV WK DWDIX{L G W [RRIQ D@| @& KKIIDHE
IDFVDRW O\]HG MXKIDEL OLWLHYV LQWRPWRBEH I
FDSDELOLWLHYV RQ D PDWUL[ DFFRUGLAQ.
RQ EXVLQHVV SHUIRUPDQFH DQG WKDW DL
PDWUL[ LV)VERZB:LWKLQ WKLV PDSSLQJ Z
WKHFDSDELOLWLHY LQWR WKUHH FDSDELC

Figure3.1 2UDQL]DWLRQ FDSDELOLWLHV E\ HII
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7KH VSHFLILF FDSDELOLWLHY FDQ EH JU
ODUNHW EDVHG ,QQREDWHR OGS ENEWR®O B Ut+>

ODUNHW EDVHG ,QQRYDWLRQ

ODUNHW EDVHG ,QQRYDWLRQ FDSDELOLWL
/IHYHUBDFKGQRGRODLDQFHY DQG &XOWXUH R

$00 RI WKH FDSDELOLWLHYVY WKDW FRPSL
EHORZ DYHUDJH OHYHOV DQG KDYH DERYF
RI SRWHQWLDO FRPSHWLWLYH DGYDQWDJI
8QLOHYHU DJJUHVVLYHO\ OHYHUDJH WHEK
HIWHUQDO PDUNHW WUHQGYVY WKH\ DOVR F
TXDOLWDWLYH LQIRUPDWLRQ WKDW KHOS!
DQG FODULI\ IXWXUH WUHQGV 7KH\ HPEH(
FXOWXUH RI WKH ILUP E\ LQWHUQDO DQG
FROODERUDWLRQ PD\ RFFXU ZLWKLQ WHDI
PDQDIJHPHQW ZLWK QHZ DFTXLVLWLRQV I
VXSSOLHUV FXVWRPHUV FRQVXOWDWK W I
DQG FRPSUHKHQVLYH IORZ RI UHDOLW\ ED



WR LQQRYDWH DKHDG RI WKHLU FRPSHWL)
FRPSHWLWLYH DGYDQWDJH

&EXVWRPBIWHG 6SHHG

&XVWFREDHWMHG 6SHHG FDSDELOLWLHV LQFO)
5HVSRQVLYHQHVYV

7KHIGULQJ OHMAWY YRHQHVV DQG EXVLQH
UHVSRQVLYHQHVYV DQG VYISHRMG ®RJIPD QROB Y
UHVSRQGLQJ WR FXVWRPHU GHPDQGV DQ
SHUIRUPDQFH :KDW ILUPV WHQBFWR YGHO F
UHVSRQG ZLWK VS,MH D S5¢I® DV WVOKBW UH V S
DFFXUDWHO\ LV PRUH LPSRUW B ® MK VKIDDY®! |
VWUDWHJILF DSSURDIPMKE\&.RQ ¥ X 5W/HD Q F\G6 K
'KHUHDV 6DPVXQJ FRQWLQXDOO\ SXVKHV |
$SSOH ZRUNV WR HQVXUH WKDW LWV SURC(
HQJDJH FXVWRPHUV 7&6 KDV UHFRJQL]HG
RI LWV FRQVXOWLQJ VHUYLFHV $V LW PR®
DQDO\WLFV DQG FDUERQ IRRWSULQW UHC
FDUH ,Q VR GRLQJ 7&6 FUHDWHYV GLJLWD
KHDOWKFDUH ILQDQFLDO VHUYLFHV DQG

+XPDQ &DSLWDO

+XPDQ &DSLWDO FD SIDEH QWW LH N GLHQROKXGH
$FFRXQWDELOPENUDWLRQPO (|

,Q WKH +XPDQ &DSLWD OZFHDIRXEL® DW\ LFD\
LQGLYLGXDO WDOHQW DQG OHDGHUV ERW
ZLWK KLJK OHYHQONFRHRZBHUBDWXMHWIRI WK
IDFWRU DUH QIRIWVKMZ RIUGHKYLGXDO WDOHQW
DUH DOO GRQH UHODWLYHO\ ZHOO EXW KL
SHUIRUPDQFH WKXV WKH\ WHQG WR SURY
FRPSHWLWLYH DGYDQWDJH 6HFRFELG QFEN W'
RQH WKDW KDV DERYH DYHUDJH LPSDFW R
PDWWHUV DQG FRPSDQLHV WHQG WR GR |

20FH D FRPBDQL]DWLRQDO FDSDELOLWLI
WKHQ XVHIXO WR GHYHORS PHDVXUHV RI



XVHG WR WUDFN SURJUHVYVY WR FRPPXQLF
VKDUHKROGHUVY WR UHYHDO DUHDV IRU L
GHILQLWLRQVJRQLYBIWHR@YBIG RWSDELOLWL
IRU SHUIRUPDQFH HYDOXDWLRQ DQG UHZL
PHDVXUHG E\ UHYHQXHV IURP SURGXFWYV )
FXVWRPHU UHVSRQVLYHQHVYV PLJKW EH P}
2WKHOD RUDWLRQDO FDSDELOLWLHYV VKRX(

FROQVLVWHQW ZLWKVWKRHQ EB S WYXLDEX) DWLRI
RUDQL]DWLRQDO FDSDELOLWLHYV

Step 2: Building Technical Competencies

ILUWXDOO\ HYHU\ LQGXVWU\ KDV DW LWV
,Q WKH RLO LQGXVWU\ D FRPSDQ\ PXVW N
JHRORJ\ GULOO ZHOOV WR DFFHVV WKR)
UHILQH FUXGH RLO LQWR JDVROLQH FKHP
DQG RWKHU SURGXFWV GLVWULEXWLRQ O
ILUPV PXVW H[FHO LQ PROHFXODU ELRFKH
SHUVRIIQH FRQILJXUDWLRQ UHVSRQGV WF
ILUPV HYHU\ RWKHU DFWLYLW\ EXLO GWK:¢
WKLV WHFKQLFDO FRUH |LUPKHFDIQWIRIW IHJ
WHFKQLFDO NQRZOHGJH LQGLFDWHV WKD)
GLMUHQWLDWRU LV RQ WKH GHFOLQH 7KH
\RX KDYH WKH NH\ LVVXH LV \RXU DELOLW
NQRZOHGJH RQFH \RX KDYHQWYDWQR QDIODR

IHYHUWKHOHVYV ILUPV PXVW KRQHVWO\
KDYH WKH TXDQWLW\ DQG TXDOLW\ Rl WHF
OHYHO

Step 3: Specify Cultural Capabilities

&EXOWXUH LV SHUKDSV RQH RI WKH PRVW ¢
VXSHUILFLDOO\ UHIHUHQFHG DQG LQVWL(
, Q FXOHEZOY LGHQWLILHGE BRIV HWU BDL/G AR HW
,Q ' HORLIONREB O +XPDQHGBYLWDPBOFXWLYHV \



FXOWXUH ZODWKBWMHBRVW LPSRUWDQW RY
1XPHURXVY DQHFGRWDO H[DPSOHV SHUPHD
FHQWUDO LPSRUWDQFH RI FXOWXUH LQ W
LOGXVWULHV VXFK ORAFDXB R RMVRMDIQWHS RHU W/ |
6RXWKZHVW SKDUPDFHXWLFDOV H J -R
VHUYLFHVY HJ %ODFN5RFN DQG IDVW P

*DPEOH 3HUKDSV PRUH LPSRUWDQW WK
HPSLULFDO VWXGLHV WKDW VXSSRUW WKF
SHUIRUPRQFHUHFHQW DUWLFOH IRU H[DP.
SHUVRQDOLW)\ LQIOXHQFHV ILUP SHUIRUPI
WKURXJK WKHIPMOQWIRR @O FXOWXUH

*LYHQ LWV LPSRUWDQFH WKH ODFN RI F
LV GHILQHG LV D ELW VXUSULVLQJHWHBW I
QRUPV YDOXHV EHKDYLRUV FXVWRPHUV
FRIJQLWLRQV DUWLIDFWV V\PEROV DQG
WKH ILUVW VL[ PRQWKVY RH DU GBRY XL QAW
KDG DW OHDVW RQH DUWLFOH WKDW DGG
LIQRULQJ FRROOGNXQ H[ &XOWXUH WR HPSKEL
FROODERUDW IHPQR WHARID W IQ\Q R Y DDA L R @MRHX
DQG VR RQ

$UXDE®\KH PRVW FRPSUHKHQVLYH RYHU"
FRQFHSWXDOL]DWLRQV ZDV GRQH IEN\. URN
DQG VXPPDUL]HG GHILQLWLR Q VDRIWKIUR
HFRQRPLFV DQG7RMAKRABRIOWY DUH LQIF
W K H PDMRU ZULWHUVY DERXW FXOWXUH
RI WKLQNLQJ L H FROOHFWLYH LGHDV Y
IUDPHG FXOWXUH LQ WHUPV Rl EHKDYLRU
KDELWVY FROOHFWLYH SUREOHP VROYLQJ
QRWLFHDEOH SHUFHQW RI WKH FXOWXU
FRQFHLYHG LQ WHUPV RI KRZ VRFLDO JUR
WKLQNLQJ DQG EHKDYLQJ

%XLOGLQJ RQ WKH SUHFHGLQJ WKHRUHYV
RZQ ZRUN ZLWK KXQGUHGV RI FRPSDQLHYV
IRXQG WKH IROORZLQJ WR EH WKH PRVW X
WKHDRUL]DWLRQDMOIRRQ@ M WDW LW LV XVHI
D¥ RWKSHUFHLY HEEQ BROWMNALWWEDVHG FRQ'



DZQAUGY WKDW DUH XVHG WR GHVFULEH F.
DUH OLQJXLVWLF FDWHJRULHY WKDW UHS
JRU H[DPSOBIV\DXHP¥H WKDW 'LVQH\ 7KHPH
RUDQL]DWLRQDO FDSDELOLW\ RI FXVWRPH
ZDQW WR FUHDWH D FXOWXUH WKDW LZBRWC
FDSDELDWRW ZHUH WR DVN VRPHRQH ZKR K
SDUN :KDW ZRUGV ZRXOG \RX XXBDWXRUAEH
SHRSOH ZRXOG UHVSREFGNXDWIO\ 'L VIDBIE G F
QHFHVVDULOKDW HY®&®VWRPHUV KDG VHH
HPSOR\HHV EHKDYLQJDIQE PMKRAD WX ED PR Q
PLQGY WKDW 'LVQH\ HPSOWRLHB G MUK M ULH
SHUFHSWLRQ WKDW 'LVQH\ ZDQWV WR FUF
RI LWV FXVWRPMUHVHRBHYFHSWLRQV DUH
H[SHULHQFLQJ WKH UHDOLW\ RI KRZ 'L7\K®IF
SHUFHSWLRQ RI FXOWXUH LV 7lKH WK @ LW
LQ HPSOR\HH EHKDYLRUV 7KH VDPH LVDW\
UHV S R QWH.Q WDWHY N VYWH QRIBAKH VUM D YD DA VY
HIILFERQW®OODERVUDPWVYRHRQ 7KHVH DUH O
ZH XVH WR GHVFULEH DJJUHJDWLRQV RI E

SWDWLQJ &XPWSWDRQIHID ([DPSOH

2QH FRPSDQ\ ZLWK ZKLFK ZH DUH IDPLOLD
LQ WKH PLQGV RI LWV FXVWRPHUV WR EH
WKHQ DVNHG LWVHOI +RZ GR RXU HPSOR
FXVWRPHUV ZLOO FRQFOXGH WKDW WKLV
GHVFULEGEHWGFES OLQH'G R RXKD W IHRE 8 DEHK L
LQFOXGHG WKH IROORZLQJ

KHQ PLVWDNHY DUH PDGH WHDPV PHHW
RFFXUUHG H J ODFN RI LQIRUPDWLRQ

WR EH GRQH LQ WKH IXWXUH WR HQVXUH
'KHQ IDFHG ZLWK FKDQJH LQLWLDWLYHYV
ZLWKLQ SUHVWDWHG SHUIRUPDQFH DQG
KHQ PHHWLQJY UHSRUWY DSSURYDOV

UHVSRQVLYHQHVYV WR FXVWRPHUV SHRS
LQKLELWRU DQG JDLQ DSSURYDO IRU LW



1HZ LGHDV DUH DFFHVVHG E\ UHDFKLQJ
LQIRUPDWLRQ WR EXLOG JOREDO QHWZR
DUH OHYHUDJHG WR PDNH EHWWHU GHFL
RSSRUWXQLWLHV

(DFK GHSDUWPHQW FRPSDUHV LWV SUD
LQWHUQDO DQG H[WHUQDO EHVW SUDFW
DQG PRQLWRUV SURJUHVV )RUXPV DUH |
HIWHUQDO EHVW SUDFWLFHV VKDULQJ

TKURXJK WKLV ORJLF FRPSDQLHV DUH DE
SHWHSWRIREXOWXUH DAD DR /DXDW WIKH WKDW
KRZ SHRSOH WKLQN D@G6G (E RKDMWKHL W RV HBDK/
UHTXLUHPHQWY RI FXVWRPHUV DQG RWKH

Step 4: Implement Organization Practices

'Q WKH ILUVW WKUHH VWHEWQ LB VK DR'GID\0S |
WKHLU DFFRPSDQ\LQJ PHWULFV EDVHG RQ
FROQGLWHRQMQ LGHQWLILHG WKH WHFKQL
UHTXLUHG WR FUHDJDH DIQ@GV VR VD [FQ S\DKEH
VXPPDUL]HDWKHDRURQDO SUDFWLFHV WKD'
WHFKQLFDO VNLOOV DQG FXOWXUDO EHKD
WRZDUGDMKHDRMLRQDO FDSDELOLW\ PHWUI

6L[ FDWHJRDIOHLYDRILRW DO S U BB WQ AHNDKRA
SURYLGHG VXEVWDQWLDO GHWDLO IRUMD
ZLOO DOVR SURYLGH JUHDWHU GHWDLO R!
WKLV YROXPH %\ ZD\WKH YLAN DWYHURD LH'
IROORZLQJ

6WDIFARIVLVWY Rl WKH JHQHULF WDOHQ
SURPRWLQJ DQG H[LWLQJ

OHDWHPHQWHBOBE QQFOXGHY JRDO VHWWLQ
PDQDJHPHQW RXWSXW DQG EHKDYLRUD(
QRQILQDQFLDO UHZDUGYV

7UDLQLQJ DQG ERYHOR SFRMWOWLQWHUQDO
WUDLQLQJ DV ZHOO DV RQ WKH MRE GHY



,QIRUPDWLRQ FRQNINMHWORM WKH IORZ RI
FRPPXQLFDWLRQV DV ZHOO DV WKH FRRL
XWLOL]DWLRQ RI HIWHUQDOO\ EDVHG LQ
6W UXFQBFSFRYHUV DOO GLlP@RQNVRICROR
LQFOXGLQJ KRUL]RQWWDHQIVQ® W HRIGV DFDE0
WKH GHVLJQ RI LQGLYLGXDO SURFHVVHYV
RUDQL]DWLRQ ZLGH YDOXH FKDLQ

/HDGHUQOBRWVIW EXW QRW OHDVW LQFOXGFH
OHYHUDJLQJ Rl OHDGHUVKLS WDOHQW Lt
RI FRPSHWHQW DQG UHVXOWY RULHQWH!

7KH ILUVW FRQVLGHUDWLRQ IRU 6WHS
SUHFHGDQLJ®PWLRQDO OHDGHUVKLS DQG
DQG LPSOHPHQWHG LQ D UHDVRQDEOH WL
PDQ\ DV \RX QHHG WR FUBPDRW]D WULRW DE RO
5HVHDUFK E\ ODUK) GXVBWHE WKDW KLJK S
JHQHUDOO\ DV OLVWHG SUHYLRXVO\ UHD
ZKHQ DURXQG SHUFHQW RI WKHP DUH LF

7KH VHFRQG FRQVLGHUDWLRQ LV WR LGI
RI DOLJQPHQW ZLWK WKH UHTXLUHG WHFK
DQG MRQ@L]DWLRQDO FDSDELOLW\ PHWULFV
SRLQW VFDOH ZLWK HTXDOLQJ KLJK DQG

7KH WKLUG FRQVLGHUDWLRQ LV WR LGH:
KDYH JUHDWHVW LPSDFW LI WKH\ ZHUH EU
EH HYDOXDWHG RQ D WKUHH SRLQW VFDO
KLJK 7KH DVVXPSWLRQ EHKLQG WKLV VW}
HTXDO LPSDFW )RU H[DPSOH LI D ILUP ZC
LW ZRXOG SUREDEO\ QRM) L RIUWS DRPOR WHERD
ILUVW SUDFWLFH WR EH DGGUHVVHG ZRXC
DQG SURFMWKH ZRUN SURFHVVHV DUH LQKI
WR UHGXQGDQW DQG XQQHFHVVDU\ VWHS"
EHIRUH RWKHU SUDFWLFHV VXFK DV PHDV
LPSOHPHQWHG

<RX PD\ WKHQ PXOWLSO\ WKH WZR UHVX!
7KH PXOWLSOLFDWLYH UHODWLRQVKLS RI
SUDFWLFHV DUH RXW RI DODIQRBWWRRD®R
DQG ZKLFK ZRXOG KDYH JUHDWHVW LPSDF



2 D] DARCQDOR CEDELMN 7 KH$ XGW

*H OO ILQDOL]H WKLV FKDSWHU HDOQUFDWLL
FDSDELOLW\ DXGLW ZKLFK \RX FDQ XVH W
RUDQL]DWLRQ ZLWK NHAVSHEDE WIRL W KH V7 & H
DXGLW IRFXVHV RQ DVVHVVLQJ WKH H[WH:«
RUDQL]DWLRQDO FDSDELOLWLHY FJRIGDVD MQ W
EH FXVWRPL]HGYWFSHNRXLUQRL®W LRQDO FDSIL
UHTXLUHPHQWY 7KH IROORZLQJ SURYLGH
FXVWRPL]JHG FRQWHQW DXGLW

7KH VFDOH WKDW ZH VXJJHVW IRU WKLYV

0\ FRPSDQ\ LV
0\ FRPSDQ\ LV
0\ FRPSDQ\ LV
0\ FRPSDQ\ LV
0\ FRPSDQ\ LV

VLIQLILFDQWO\ EHORZ F
VRPHZKDW EHORZ RWKH
DV JRRG DV RWKHUYV

VRPHZKDW DERYH RWKH
EHVW LQ FODVV LQ WKL’

We are good at building long-term relationships

of trust with our target customers.

All employees can create a line-of-sight
between their personal activities and external

customer value,

Customers experience minimal hassle in getting
their questions answered or problems resolved.



T KN N KN K

We keep ourselves in touch with marketplace
reality through continually accessing qualitative
and quantitative information.

We bring customer information into the direct
experience of all employees.

We communicate positive or negative market
performance throughout our organization.

[ N N KN KN

We are good at creating new products and
services that drive growth.

We anticipate future market trends and seek to
respond to those trends before they occur.

Employees understand how to shepherd
new ideas through the organization to full
implementation.

T KN £ EY KN K

We quickly reconfigure the organization based
on changes in the market environment.

We quickly eliminate obstacles to organizational
speed and agility.

We excel at making change happen quickly.



S KN £ KN KN

We define our culture from the outside in based
on the requirements of our targeted customers.

We translate our cultural requirements into
specific competitive behaviors that drive
business performance.

We ensure the alignment of our organizational
practices with our required culture.

[ KN N N KN

We co-create new products and services with
our Targeted customers.

We encourage employees to cooperate within
and across teams and departments.

Information is shared across the organization
so that our organizational intelligence is greater
than the sum of individual intelligence.

Leverage Technology “

We use social media to optimize our
brand coverage.

Our information systems get the right
information to the right people at the right time.

We use big data analytics to identify insights
into market opportunities.



Operational Efficiency “

We continually examine how to reduce
operating costs.

We have clearly defined and frequently used
processes to improve our processes.

Employees have the information, incentives,
training, and measurements necessary to
function with minimal supervision.

[T KN N KN KN

QOur leadership selection process is free of
political considerations.

We have a pipeline of leaders with the potential
for upward institutional mobility.

Qur leaders are regular and consistent role
models of our cultural behaviors.

We have an optimal level of skills in our highest
value-added technical capabilities.

We attract and retain the highest quality talent.

We provide challenging and rewarding work
assignments for our high-potential employees.



