www.kpa.co.ll/strategycourse

Management
and Industrial Strategy

N'N"YYNI NY71N1 NRALVIVON

nag |In 'o91no
Y1 o YT

Professor Ron Kenett - ron@kpa.co.ll
Dr. Yossi Raanan - yossir@kpa.co.il

Part Il

© KPA Ltd., 2009

oI NLN

N'M"YYNI N'7IN' N'A0TVOX NIA'YWN NN °
NAYN7 N'1AI71100 NN'MY D202
NNNN YWID —
NINYN N2'07 NnNXNN —
1AWUNN NKRYX —
D'YUTN D'PHY? NO1D —

© KPA Ltd., 2009




ONIZN N1aNn

I'N :DT? 'Nan
TIN'70 NLWY

NI'201N9 NIRXIN °

NIY NNA0NA VP'ND VIN °

1"¥N 2070

(naxn 20% ,nTay 40%) 60% — yanTay
(19pw? 2o iy wnm) 40% — orro |nan ¢

© KPA Ltd., 2009

1 - 00PN 'RWN

NIXIAN

NIMyNYN NINI N 2"YYN2A NA712000 21 NI NI0'SN NINNSNN
(MR D710) yTMN NXONNI NTMMYYNN Nd9NNN

,MNA'0 WY MNID'N 71N :N"Yynl Ninvinn nmMyp'vn NI"7INN NIFAVIVONT KIAN
SR DM NMMTMYVN N1DIN NIDAYN ,NIY™NA AIX" NidDvn

NPI'YI N'ZOY N'ALIVON

NIXOIN 7R 112,707 . T 10K ' 12'7n ,BCG (125 'A00ON NINA7 071N
DN

NNY N'a0T0VOKX

VN NYATIN N'A171200N N2'ANN XN *NITNNA ITPONI N'YN VN
/tan nN'w o'nnN'wa nmyp'vn NI'7IN1N NIFAVIVONN NAXN .NN'YN
MY "T?IN . 101NN

:YIIX '"2ANYUN N'AVTVONX

TDIYN ,WIK '"ARYN 197 07T ,0'TAIY NITAY 70,11 197 07T
270N NTRIMN 0Ty

© KPA Ltd., 2009




2 - OI7N 'RV

INID'RNI 719NN N'AVIVON

.NNA'0 WY NID' NN IXT NI0'WI 'AT 7In0

NI'YYNA MXIN - 270 71010 NNV NIMYIL XY NIYNA XY DdN
M nNmy

:D"1D'0 71021 9" IN N'AVIVON

.MUSING vp'no ,01'0 721n1 ,CMMI

MIYPNI YT NIDIYN NFALVIVOX

JNN'YNENMMMYYNN NDWNN 72V NMIvowinl n'aloy? mMiIwpn .IT N'A0IVOX

© KPA Ltd., 2009

'wn 71an
EKD 1 BEST nuaiziminn

© KPA Ltd., 2009




D2 719'00 NIAVIVOXI ,70]/'7 onn'vn ,0'niNn'y E)

NNy NnY

n9"NN NiNNN °

i (Commoditization) nrxrorTmipn '7nn e
nayan ani

NN'YA XIN 7TAann 7D ,0'Ny7

NN'Y X77 XM ' °

(N'wp) 2xm X772 nNn'w v L 5N e

D'YIN ONI' NP DTV O'NN'Ya e

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

7721 Y710 70 D'NN'YNTAN

Share of
Employment

1 Agriculture

Services

Industry

Time, per Capita Income

Y




D2 719'00 NIAVIVOXI ,70]/'7 onn'vn ,0'niNn'y 3)

?(2) nn'w NnY

D'TAY NI N (7oya) nNva

INNI71 NN'YWT7 010¥N NIYTINA N7y
772 '19N NTN °

n7TA 0"NN N7NIN °

NI7TA NI'NYONN — 0712 D''NN NN °

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

?(3) nN'w NnY

D"NN "TAN 7202 0" XIN'D °
nwunn —
N"YYN —
anon —
"WYY TAm —
© ....0nN'Y —
70UN A NX YNN7 71D XIN'D °

10




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

N TAN - NN'Y

IN NTTIA,770 )0TA n'wnim ‘N7 ,NI'yo »
NIZ70 |2 NYPRIVI'K N TYNNNN ,N'NTO
NIDYNI D"YNIN D'AXYN ,NN'YN TALY |2l
[INNO 7907 D'TVI'N 071D AWUKD — NIMTIY
NP7 7w niryas

NINY ,INT7 V'I¥N7 70" Mymw nwyn 71D ¢
N7V 1AyNn IR X I'NRH'YUNIM 'M72 minna
ANW7D 1T Y

11

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

NIVYNNA 71TA7 DX 7w O'DOT
(1) o'nN'w

‘72 IX DY) DNMIXIN DX NI77100 NIdIWN NN
(DX 7w DMXM

-NNAIT

[INNO IN NT71D NDIWN NI'DN Y'¥NN NN Y
NIP7N 7w NnIrva? 770

12

3




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y 3)

NIVYNNA 71TA7 DX 7w O'DOT
(2) o'nn'y

D'INX NIYA7 NNann "1/ N'Tyn

NINNAIT
naonn

VITVI'N 790 7¥N D'INX [IONX 'MNMN'Y *
N7Y MIYPNN NIMYNI 71 °

NYNT '97 2IYN'MI NISNNWN °
(On-Demand Computing)

13

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

NIVYNNA 71TA7 DX 7w O'DOT
(3) o'nN'y

IN IXINN NN D'7UNN , 011 TN'Y 2'57N NOO0IN
INIX 2'NN

NINNAIT
NTVON MIN'Y Y'¥NN It X' °

[IN™M 'MN'Y YI¥Nn 20 DY e

DUY'N NAXNN MN'Y YIYNn 0T Y e
N'Y'X 101 NNKRNN 'MN'Y Y'¥NN 200 Y »

14




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

D717 O'NN'Y A0

:0D'1"'9NN 190N 'S 7V 0'7TamM D'NN'Y
D"'70V / D'"YU'N ¢

N'09X / N'7n / AR — nip7n nisnnwn e
M12'Y /009 [Y'NNN 'OIX e

D'YWIN / TI'Y NN'YN 790N 'OIN °

15

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

(1) nn'w 7w o'y 019NN

NYNT IN ,NNMY LJIONK7 [N X7

:NI'V] NINXN D7

NN e

DX NIYIDT 7V NN »
N7O0N °

nrrnmiy / 0'x'y 72y nNaann e

16




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

(2) nN'w 7w 0*P'Y 01'ONN
(I'o1'7n7 NINT NNTOA AX¥IMN IXIN 10D DI'R) D'ANLVN

NI'Va NINXN Do

NN'YUN 'TAIVA TINA NN NN e

NNV'7WI DI'NY D' TIKN NI NN e
NVAIMDI |]121NND OI0' hN'Yn ' n'vany 'l °

17

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

(3) nN'w 7w DMy 019NN
DY"INAT-12 NO"XI X!

1271

1'7V D'W'OUNI '7NN] 0'ONNYN DYDINN ¢
NT 7V N7 0'W'OUN D'DIXN °

NXXINN 7V D'YV'O YN D'TAIVN °

NRXINN 7Y DN NI - »

10N IXT YXAT? TINND NWpR e

18




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

(4) nN'w 7w 0Py DRTONN

N1'MYI |IONK? 0'2N1 'N711 0Y7ONN

127
NTNAN7 IN NN'YW 'TANT [N N7 °
WI'Al VXD 2 |TR7? nWp °

19

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

(5) nn'w 7w 07y 019NN

QNXY 191 0'TAIY 0'N'YW7 XM o' omys e

— DNYSYN 72X ,|VP NICDN DP7N D'NWYT °
nNnIxy

NNN? NOTIN QYDA IXN QYD VIIN? 0717V
[I¥ V'awn XINnY

D'VIAp DI'NI D'INWN D7IY7 °

20




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

71TAN UpInN — NI'9'YN "My9

N7N1NN NO'ON? PN NI'OX | »

NN'YN 015N 127 n7nnn no'on |1
V190 NN A7 DDA VYN | e

nVaM / DONIBNY NN 'A% 72VIDA NN'WN ' °
19¥N NN'YW7 05NIN NN'WN ' °

21

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

?vnn? 0w nnax nnY

(nINS X7) N0 7w avn 7w axnY

NYI7UN TANA NP7 7¥N X1 2ADYN 120X
:0'2xN

NoOIXNNN NN NN iy L1

(niwaann ,nynon) ‘N .2

(nNnw ,221v) narn nyswn .3

22




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

207107 qnivn nn

NXINY NN 01 NP7 0'P50n 12NIX 07102

NTRIN N1ON X771 ,7277 noxn

NITNIN N/'9'Y7 12YA NIY7 :NINNK 0'7'N2

DINE?N v AN

23

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

NIN'YA NIP77 221V DNA7 [N DKRN
2771 mi-nr

P NAYIN N'RP'INAK N0 N1an
N170 X7 ,0'00T NIIRNA 2IVN N7¢ NI
T' VYND NIIRNN INKRT7 VAN 07w 1D arN)
NI'NIAN 72 DY AT [INR N7 A1m N
Va7 Mp7 awpnn 7200 Nin
'Y 727 NIN,NOYN DX QTIY NANY 1197 TIY
NZ0NNY IN1IDN 7¢ [IN'NNN NN NI

Inro> 1277 oy X7 (1naan .

o wNPR

o

24




D2 719'00 NIAVIVOXI ,70]!'7 onn'vn ,0'niNn'y

NN'Y NOWNI NIV7ZNN N7ap 7Y

T/ avaiunt 1
yTnwio'n .2
niviznn nown .3
nv7Nnn N7 A4
5

win'y / NdM¥N WNX7 NOWN

25

2

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

NOIVNN 7V D'Y'OYNAN D'

NIMTRI NI'O'Y
NN axn
AN / 0Ty [1ron

NN e
D'DoY —
D'ANIN —
(nTI) Nion —

26




D2 719'00 NIAVIVOXI ,701!'7 onn'vn ,0'niNn'y

NNI'WNI [IXN NIYVIAY

NNTIN NIYWDO
ANINY? NiInXa
17:4 — n1wan NXON

NN XN UIN'Y (WUnn

27

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

[INTN NIV'AY 7V D'Y'DOYNN D'MNIA

- | — e
i 4
”ﬂ E; 'm ﬁ
=
JT'.'."-F
‘l{\ -ll-:l-l. Id-.t-..:-.

'EII-:,.h-:-r.-a':-u-n shis marres "TE yau oeE |.l|'||'q:|-|:l:|'
for ary recgos, wie will feel rezlly bed'.®

28

NN'wN / XImn 198N
127N NIV

nN'wn 17w / nnxn
ni‘an

D'NN 7w DAI'O"N

32




DN 719'00 NI'TAVIVOKXI ,70]/'7 onn'vn ,0'nin'v 3)
NnN'yn NR'X TN

nnmx °

NI'MARN *

INLA

N'MONN

D'"'YNIN D'2'DN ¢

29

DN 719'00 NI"TAVIVOKXI ,'IOJI'I onn'vn ,0'niNn'v E)

NN'Yn 'vaosn 'alo

D'y TN * D19 78 D19

nuwl ° NMIYPN NIY¥NX]

nNinn

'T'9 XINT7 DNIWR 'WIR

'T'O IXINY DNIYP DI'X ° AR

30




DN2 919'0N NIAVIVOXI 70V DNI2'WN ,D'NIN'Y 3)
.. AND IF YOU ACT
1 KNOW YOU ARE HAVING DINNER, NOW! YOU CAN .|
BUT THIS SALES CALL COULD VE  NO WHAT WAS THAT?
CHANGE YOUR LIFE. FOR ONLY ENGLIGM _
$356 YOU CAN . . . g o N
. N\ 8
E o — 2
s 2
0 =]
g [ﬂgf < » >
5 7 7
E @ g
ME.. . NO.. MARY. YOU WERE RIGHT IT
DOES WORK!
| \\”::’,-/;
El e
31
DN2 919'0N NIMAVIVONI 70V DNI2'WN ,D'NIN'Y 3

NNNXN YA

NN ,"MYS-TN XIN NN'YD 0PN NN
D19 7N 0191 'Y

NN'YUN OXN "Marn yva" nw' o opna e
?X7 IN DD M

7277 179X IN [PN7 NNWOKN 'R 77D T
(%% 1) 21wn

32




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

=P
DYINA/NI'YN N¥M0N
1A O T L ] . -
c WEE T TIP3 . OVEeT nian
:5'! . a " .
(&
IS
TN g
-
&
STae? nian [THIIN I TN B IO
'||ITI:I o'uviy™ 1A
33
DN 719'0n NITAVIVONXNI ,'IOJI'I onn'vn ,0'niNn'v E/

34

ZIYUN 7NN 7Y T'RONN 2VUT1 YD

W' 0NN XY NN'WD DX W Nan 7y
DN I

N0 NIA'YN 'NU'YN 0ININ '-']IO'N'?

1'27 N7n1nn Nand 2 pna 0"y ,0MNn N2NN
NINEY T 2V NN'wn 7W N0'oNn

7NN NIYXNANA XD NIPZ NN TM%7 npima )T

ilY]




DN 719'0N NIAVIVOXI ,'IOJI'I onn'vn ,0'nin'v E)
?71¥ 27NN YXaNn '
D1iNin TIA'Y nN'Van NMT1an
Nt DYTTN NMTAN
NI2j70N NjpoN 37NNn 110N
N?7'70 71INI NIXXIN N727
35
DN2 719'0N NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'v E)

36

MAY | SPEAK WITH MR. JOONEES

DO YOU MEAN
JONES”™ ?

WO SO IS || MAM

YESJONESTHATSRIGHTMRJONESIM
CALLINGABOUTAVERYEXCITINGOFPPO
RTUNITYINTHEREALSTATEBUSINESSA
SYOUKNOWTHEFPRICEOFHOUSINGKEE

FPSGOINGUF . . .. Z

HEY MARY? DO YOU SPEAK
"SALESMANT ?

2295U04 " OP[EASQ AT POOZ O




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

?NYT? 0NN NN

D'YINN X7 NINR7 'IN'T °

D'XINN NINE? '"N'T e

NINIR7N NIYATNIAN °

V192 D'NN'YA NPT °

VIX'A7 nnipn 'fanonyo e

NY'1 YIINT7 T8O

117¥N D'V / DRIDN NN'YA N M e

37

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

71V NN 7W NS0 NNun

NMTNN NPT °
NINIEY7 D210 AWAIN NN *
D'NNN 710 ARNWN °

38




39

D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

(1) o'nN'w? 71w pnn 7w D10

7Y 7NN NDINa O'0INTN
(wnn) oMM Y NI07oON

NN AT Ny Ny T 1 =18 aloc
N'S0> Min> AFnnn
OIS DN D210 211 TR oMo
plalt arl Tk
U=t
T 311" TI"311' TN WADN
NSy
TSIET TI"311' TiI'311' TN kR iTh'
"fT1a
naja
TSIET AR IEE TiI'311' TN TBNIANNN

2

40

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

(2) o'nN'W? pIv Mpnn 7w 010

71 7NN NA2INa 0'0INN
(Awmn) o'MiMn'e Ay NP oM

almLin byl T nay N IR a1 =1 N AlO
n'Do> iR ApnnRn
[IV2T7? MINK bl N213 TR nnE?
[n LR W L]

U | DIND T*111' " 311" T M 71D
ninipEY?
OIS | DIND B IhaN| B lial] T niniEY
o' TN
"TIDIEN DA AR as T M nrswy
nerTny

3




D2 719'00 NIAVIVOXI ,70]/'7 onn'vn ,0'niNn'y E)

NI70 oY D'ON' NDYN N'MA

NIP?N DY D'ON'a NNLVN

nwnl 1

719'0

v

D'901 NINIR7 NY'DIA NIYV'NOoN

D W N

41

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

NIP?7 R¥I' NN

NNYnN 50 Oy O'oN' Noaynn
NN *

NI'NNaN NI7VIN @

TNI'M 719'0

42




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y 3)

NINYN 907 NIIN

NIZ7N DY D'ON' NdYNN
NP7 ININ7 NN 21T °

NINIR? WD PI'Y 72U NI DIy .

ITIX7 NN DIOTDI ['vIN *

43

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

D'oN' N7 NI'ALIVONX

o'oan
AXIMN N7 ND'X °

non 'ZIY N'Nal v ni7'o

(Aawnmn CRM 72 IX Dy) D'ON'N INXR Qj7yn °

44




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

D'oN' N7 NIMAVIVONX

D''011'9 DY
D''NNAN DY}
NNXNN Y7
D'"AN DYy

45

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

?PTI¥ TN NIP?N DRN

NVT? X D71,NIR70 TN XN 72N K7

D"'NIN DYI'XY NINIP? NINT?
(0D"'n"ya 72X D"NIN) D'YR NINRY
ni77n 7w Life Time Value -n 1nn

80% oMy an ninip'7nn 20% nx nint?
D'NINNN

46

D w NP




DN 719'0N NIAVIVOXI ,'IOJI'I onn'vn ,0'nin'v E)
Life Time Value

1N 17nN2 NIZ7nn yann 77150 '905n NiNN

117¥ poyn Dy MYl

D'ANNY TA721,X7 IN DIIINN DX NIA'YN 'R

JINIR?0 70 DY [9IX ININA

47

DN2 719'0N NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'v E/

(1)nInIp?n NniT'o

NIIX NNIXA NINR?N 710%7 on"Nn? J1a'n 79 'R
N1'Nan

D'NN'YN YX'N

NI'NYOKRN [1IAN

NN'Yn NN

D'NN'YN NN

48




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

(2) ninip?n NI7'o

NIZ70 NID'N7 N9W ny¥nn DX D'XNN7 W
D'A107 NINIP7N NX 7707 21an |27
D'M'XNN D'NN'Y 210 7107 Y'¥N7 W' IT NNA0oNA

ANI' 210 01VVO7 NIAVY? NINIR? TTIVZI NI017
(D' TTYN YY)

49

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

ANinn "My

ANINN DY 0'DMON NiIyvani NNNN' QOIX TNTanN

N7'7¢% IN 2I'n? — 17w woMIN vn 7V nwowni

:12'97

299 IR 2N NIFT 20 anmn 'y

qOIN 7V DAl NNANT 'FI'Y NN X' 2N ANIN 'Y
NP7

NOTYNI NIINNXI X" WONIN VN

DIXNXI NNNN' YWY 1IvnNnwn animn 'y 71n"
Ny ann

50




A Service Branding Model:

How Communications + Experience Create Brand Equity

Marketer-controlled communications

Firm’s Presented Brand

(Sales, Advertising, PR) \

Awareness of
Firm’s Brand

\ v
A e S
Uncontrolled brand communications ‘\’ P \«5
<\ A L]
What Media, Intermediaries, |~ Bm';";rg .
Word-of-Mouth Say re: Firm [, quity
\ \
\ \
\ \
| \

hVIeaning Attached
o Firm’s Brand

Customer’s Experience
with Firm
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Pricing Issues:

Putting Strategy into Practice

*» How much to charge?
+» What basis for pricing?

< Who should collect
payment?

s+ Where should payment be
made?

+ When should payment be
made?

++ How should payment be
made?

++ How to communicate prices?




D2 719'00 NIAVIVOXI ,70]/'7 onn'vn ,0'niNn'y E)

NINNN2 DY717'Y

NIXRTIN-'X DNYNOSnN »

NN'YN 2'07 NINNX —

YIn'yl NI7N X77 ,viap 'nn —
'oon'™ v Innn e

NNNNINN 'KY NIALVN —

NI'Mmd NNIN —

D'NN'YI DNXM 120 7¢ AwDY7 nnin —

N'RNY NIR7N VIDY — 170 'Nn7a" ainnn e
NID'RI'NN NHYAT? 'RYIL,NNIY

55

The Strategic Levers of

Revenue (Yield) Management

Price
Fixed Variable
Quadrant 1: Quadrant 2:
_S Predictable Movies Hotel Rooms
E Stadiums/Arenas Airline Seats
= Function Space Rental Cars
L3 Cruise Lines
Quadrant 3: Quadrant 4:
Unpredictable Restaurants Continuing Care
Golf Courses Hospitals
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Relating Price Buckets and Fences to the )

Demand Curve

Price per
Seat
&_First Class
Full Fare Economy (No Restrictions)
One-Week Advance Purchase
One-Week Advance Purchase, Saturday Night Stayover
3-Week Advance Purchase, Saturday Night Stayover
3-Week Adv. Prchs, Sat. Night Stay., $100 for Changes
3-Wk Adv. Prchs. Sat. Night Stay. No changes/refunds
Late Sales through Consolidators/
Internet, no refunds
N i
Capacity Capacity
of 1%-class of Aircraft
Cabin

No. of Seats Demanded

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

24/7 niN'w

NINR7N 7w yn?

NYPYNN 7w N1 a1o 71x1% yn

N'7'701 2V NIYWA NTIAVY? DTN DD NIt
myy nN'y

'UNIVIN NN'Y

62




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

NNt

AWND NRNN' NNTOTY

D'722M |IN'! 'aRYN °

N'0"P — 701N 7Y NIINN

TINAD NAIYN — NMNMIPA NNDN

NINNN 1IXY7 NIN 7V N'NN0N NN NNy

63

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

NIN'YA NP0 NIANIYN

NN wiv
NIN'YN 70 NN D'790N NIdYNI D' TAIY — NN ©

X7 NN Y NIpn v 9" nw wnaTa — N e
NN'YN DX TN

NN'Y) NTIAYN 2N X Y¥aN NIp7n —nNniaa »
(‘axy

64




DN 719'00 NI'TAVIVOKXI ,'IOJI'I onn'vn ,0'nin'v 3)
'NI N7 — Mmyy nN'Yy
NNI7N oxnxnl 21T 7272w T D — NN
AT JoIN ,ANI' NI NI AT AT D — N7 e
NIV'Y 1A' — 'X *
OINLVYI'RN T —
010N NN IR D'UNIS0D —
VPINT910] NI7AY —
NN Yy NIt AT LLLL7aK e
65
DN 719'00 NI"TAVIVOKXI ,'IOJI'I onn'vn ,0'niNn'v E)

NINIFZ7N NX 021NN )'N TN

N120N NNaIn
nlrlll|

710N 'V

"nT7" IX "n1oimn qia" omnaon
VITVI'X NN

Nn"I97v_

66




D2 719'00 NIAVIVOXI ,'IOJI'I onn'vn ,0'niNn'y

D'NN'YT Wip'al ¥

NN 190N NN'Y 707
X' Nn0 —
N'7N'09IN NN —
DINI'M NN —

2T 7Y nya anan e
NI'T'S NI72an —
WIIN 'ANYN NI72an —
NI'AI71100 NI72anN —
NIMAY NIMYN —

67

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y

(2) o'nN'w? Wil vy

.0'MNI2 190NN D'YOVIN D'YI2'AnN

DTl [0 © NINIEN DX

NNl ZIrY 'yxan ¢
NINE7N NIIXY °

D'NN e

/ D'™xINN) DNX NINIRYT ° NISIX
(D'¥Nn XY

790 7V |'0IN °

D'NN'YN DIoNS ¢

nmiy -

68




D2 719'00 NIAVIVOXI ,70]/'7 onn'vn ,0'niNn'y E)

(1) wizran yx'n IR

nyiap N7 .
WIP'A7? DXNN

q1N) WI7'2 YA NPITAN A7 —

qon M7 0TX NID —

D'O01 D'T'?ON7 D' TAIY NWON —

N'Y T2 TI'Y / 0'WIR / Dpnn DY —
.OXNXI aAnn °

N'YU Y172 [AT2 NNl NN'Y —

YIp'A7 DXNNA NI72y mv —

69

D2 719'0n NIAVIVOXI ,'IOJI'I onnx'vn ,0'nin'y E)

(2) wiz'al yx [IT'R

TA?7 NTNO' NINIP7AY 02T NWYN 7K
- N'W [NT2 NI D122 NN WinT
D'917N D'INT DO

4 D"'NN TN
B D'y¥IN
- NN qQoINn

N2IAN 117 1OV

70




D2 719'00 NIAVIVOXI ,70]1'7 onia'vn ,0'niNn'y \3)

?D'TTINNN TXD

[ N9 T INAN

Yield Management

4 D'YI7'a NVoN *
nATY VN °
\
71
DN 719'00 NI"TAVIVOKXI 17011'7 onia'vn ,0'niN'y j)

?D'TTINNN XD

;
NN nnwn / niyw Ty e

< MINN' MpAN MYy NN e

\ YN'DN VIX'™MYT? N71V0 'oIny e

72




o2 'IID'UD NI'A0DYOONXNI ,'IOJI'I onn'vn ,0'nin'v 3)
NN NN 72V ninhvn 10
NIXP N'RN NN NINNN .6 NI NN Ak annn at .1
NN 'J'\'?JYJ AN "“E)lon NNN / ']DI7 2
NN'Y7 NI DN D'WAR .7 N NDNX DR MNNAN
191N 29 AwIND NN ATn .3
NOINN NINNNN D' 17 .8 NONX NINNN
NIXIApa RN N N'X7) MNwn nannn 4
D'NI X7 0"T'O O'KIN .9 iR nInnnn NI NdNN
NINNN 7Y AYINND DX N'N71 NN 'N7a mnnn .5
NI NDINN AN IR
AN DX N'RN Mnnn .10
[NTTN IX WTN NIRY7
73
0N 'IID'UD NI'AVTVOXI ,'IOJI'I onn'vn ,0'niNn'v E)

N712'7 710" NI'AVAVOKYT YIN) VTN

D'YI7'A 7¥ 0'MI00'N DM
YIP'A NI'TAN °

N 2920 iy ama e
NINNN7 NINE7N ont °

NNIY NIiNN2 NN'YN NI NIX DINRZ?A NOWN e
only 7v

74




D2 719'00 NIAVIVOXI ,70]/'7 onia'vn ,0'niNn'y \;__3,)

NN'Yn N2a'a0 110N

NN'YUNN 270 NINQIX'YN °
NIN2AIM NPT XaN? 710! |01 QXY °

.O'N'OY NN ,0INM 720N 271D AIX'VYN °
(vax ,n"M NPT 77) NN ,0rn

75

Impact of Music on Restaurant Diners

Restaurant Fast-beat Slow-beat Difference between
Patron Music Music Slow and Fast-beat
Behavior Environment Environment Environments
Absolute %
Difference Difference
Consumer time 45min 56min +11min +24%
spent at table
Spending on $55.12 $55.81 +$0.69 +1%
food
Spending on $21.62 $30.47 +$8.85 +41%
beverages
Total spending $76.74 $86.28 +$9 .54 +12%
Estimated $48.62 $55.82 +$7.20 +15%

gross margin
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The Customer Satisfaction-Loyalty Relationship

gV Apostle
100 .
e
. N
Zone of Affection \
= 80 -
i) |
b= Near Apostle
..3 60 - Zone of Indifference
o
% 40 7 Zone of Defection
S
o
-1 20
\"\‘R__f\‘
. 5
Terrorist>_ 3 : .
—_— :f.v.-\‘r\a 1 2 3 4 5
Very Ne_lth_er Very
dissatisfied Dissatisfied satisfied Satisfied Satisfied

nor dissatisfied
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Dave Ulrich Model for Human Resources

Business Strategies

Process <

Organizing for success...

Process redesign

Visioning & planning change
value chain selection

JV, partnering, acquisition &
divestiture

Leveraging core competencies

Role of HR Business Partner

Function as business “partner”
Knowledge of the business
Facilitator, mediator

Strategic

4

A

L

Transform/Renewal

Right people, right place, right time...

Competency modeling

Workforce planning

Targeted selection

Development & redeployment
Consultancy skills

Orchestrating change (CH=VxPxU)
Project management

Role of HR Business Partner

Develop & implement process & tools that

prepare organization/people for change
Change agent leader

Administrative Efficiency

© KPA Ltd., 2009

HR Admin Processes (eg. C&B, Grading, Sal.

Plg)...

Functional expertise

Design for understanding & business ease
Streamline & automate

Design out cost, time & inconvenience

Role of HR Business Partner

Communication intensive
Access to relevant data
Customer service

Program management & logistics

W

4

Tactical

Employee effectiveness....

Employee relations & welfare

Empathy vs. sympathy

Customer proximity

Questioning, listening & enabling
Conflict resolution

Encouraging responsibility & ownership
Look for underlying patterns

Role of HR Business Partner

Consult
Listen
Communication

v

People

Employee Commitment

* Dave Ulrich - PhD, Graduate School of Business, University of Michigan
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Developmental Framework: Linking Competence to Career Progression

(also reflects the “Local to Global” company track) — Prof

. Paul Evans’s Model

ANTICIPATING PERSONAL REPRESENT- MEDIATING CREATING A POLICY TO CORPORATE
FUTURE IMPRINT ON ATIONAL STAKEHOLDER CULTURE FOR STRATEGY VISION AND
TECHNOLOGY ORGANISATION LEADERSHIP DEMANDS CHANGE DIRECTION
IMPACT/OPTIONS
BALANCING TAKING NEW TRANSFORM - RENEWING THE SUPPORTING STRATEGIC CONTRIBUTING TO
SECTORIAL PERSPECTIVES, ATIONAL BUSINESS ORGANISATIONAL MANAGEMENT RESHAPING AND
DEMANDS NEW MENTAL CORPORATE LEARNING AND REDIRECTION
MAPS LEADERSHIP ADAPTATION
ORCHESTRATING PROMOTING DEVELOPING DEVELOPING MANAGING RESPONSIVENESS SHARING AND
INTERFUNCTIONAL GROWTH IN BROADER BUSINESS MAJOR TO THE CARRYING OUT
RELATIONSHIPS SELF AND RELATIONSHIPS CREATIVITY CHANGE ENVIRONMENT VISION
OTHERS
SPECIALISM IN HUMAN RESOURCE DEVELOPING MANAGING SKILLS STRATEGIC MATCHING OWN
WIDER MANAGEMENT PEOPLE AND A BUSINESS FOR CHANGE BUSINESS BUSINESS
COMMERCIAL SKILLS ORGANISATIONS UNIT PLANNING DIRECTION WITH
CONTEXT STRATEGY
DEEPENING MOTIVATING, MANAGING INTEGRATING PARTICIPATING MONITORING IMPACT OF
THE EXPERTISE NEGOTIATING OTHERS BUSINESSSKILLS IN CHANGE PERFORMANCE MISSION ON
OF SELF & OTHERS | & INFLUENCING & INTRAPRENEUR- JOB
SHIP
DEVELOPING MANAGING TEAMWORKING COMMERCIAL UNDERSTANDING AWARENESS AWARENESS
FUNCTIONAL AND SELF & USE AND AWARENESS ORGANISATIONAL OF STRATEGY OF MISSION
TECHNICAL SKILLS OF EXPERTISE NETWORKING CHANGE
PROFESSIONAL PERSONAL PEOPLE BUSINESS CHANGE STRATEGY VISION

\i

Explanation : The horizontal axis indicates seven areas of skill or competence,
while the vertical axis indicates hierarchic career progression.

boxes. The further one moves from the diagonal, the lower the added value.

The concept behind this matrix is that the added value in development lies by sticking close to the diagonal
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Strategic Objectives

 One Company
— Creating shared culture throughout ABC
* Globalization

— Developing managerial & organizational capabilities
that support globalization activities

» Scalability
— Expanding ABC managerial & organizational

capabilities

e Our People

— Creating a supportive, empowering, & compassionate
workplace environment

© KPA Ltd., 2009

Inc,
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Cultural Change Model AB InC-J

One
Company

Scalability Culture Globalization

Shared
Values

Support Systems
Support Systems PP /

« Managerial mindset & capabilities

¢ Structure, work processes & interfaces

Our People

* Norms & behaviors

« Communication

« Organizational development
WOI’k P|anS * HR po"cies

© KPA Ltd., 2009 89

Global Leadership & Management *

Training Programs

« Strategic Objective
— Develop global managerial capabilities

e Target audience
— ABC management
— High potentials

 Module
— Global leadership & management training

programs
AB( Inc.

© KPA Ltd., 2009




Cross-Unit/Border Team
Processes

» Strategic Objective

— Support effective management of cross-unit/border activities &
future M&As

» Target audience

— Select functional teams that work across organizational
units/borders

 Module

— Work closely with select functional team on team processes
(leadership, procedural justice, integration, cultural differences,
empowerment, trust, mutual respect, motivators)

— Develop tools to enhance effectiveness of cross-unit/border

AB( Inc.

© KPA Ltd., 2009

Cross-Cultural Competencies

 Strategic Objective

— Support globalization & M&A activities
e Target audience

— ABC employees worldwide
e Module

— Develop a program that will enhance:
» Cultural self-awareness
» Understanding of cultural differences
» Effective cross-cultural communication &

management AB [nCI

© KPA Ltd., 2009




4)
Communication AB( Inc.

« Strategic Objective
— Support global integration by communicating ABC vision, strategy &
cultural values
e Target audience
— ABC employees worldwide
* Module

— Developing a dissemination program to all ABC employees
communicating:
» ABC vision & strategy
« Obijectives of cultural change
» Milestones of change process
» ABC cultural values
— Use existing forums to present and discuss vision, strategy, cultural
values & cultural change process

— Post cultural values using different channels (intranet, walls, etc.)
— Incorporate cultural values into new employees’ orientation

— Set personal example
© KPA Ltd., 2009 93

Cross-Border Professional
Forums

« Strategic Objective

— Support cultural & professional integration &
knowledge sharing

e Target audience
— Professional staff at various levels

e Module

— Establish cross-border professional forums in
various functional areas (e.g., Finance, HR,

Sales etc.)
ABC Inc,

© KPA Ltd., 2009




L
Customer Interaction AB [I'IC.

» Strategic Objective
— Enhance effective customer interaction

e Target audience
— Customer-facing units & employees

e Module

— Develop customer-oriented communication &
information sharing tools

— Develop a program to enhance effective
interpersonal interaction with customers

© KPA Ltd., 2009 95

Global Innovation

« Strategic Objective

— Enhance technological & business innovation
worldwide

e Target audience
— Select employees

e Module

— Establish global innovation forums (e.g.,
CTOs Forum; Technology & Sales Forum,;

ABC Inc,

© KPA Ltd., 2009




HR Polices & Practices

» Strategic Objective

— Globalize HR policies & practices

— Align HR policies & practices with desired values
» Target audience

— New recruits

— ABC employees worldwide

 Module

— Adapt HR policies & practices in the following domains:
» Recruitment & promotion
* Appraisal & incentive systems
¢ Management career program

ABC( Inc.

© KPA Ltd., 2009

Core Value:
Respect for Individuals

* We treat one another with respect and dignity,
appreciating individual, cultural, and national
differences. We seek to learn and therefore we
listen to one another attentively and
compassionately and communicate often and
openly. Recognizing that valuable ideas can
come from anyone regardless of level or
position, we encourage individuals to express
their views and use their talent to the fullest.

ABC Inc,

© KPA Ltd., 2009




Behaviors, Norms & Practices:
Respect for Individuals

Existing Behaviors, Norms & Practices that should be Encouraged

&

* Openness to express views and opinions
Existing Behaviors, Norms, & Practices that should be Discouraged

Managerial style is not supportive of open discussion with employees @
Power struggles often result in disrespect to individuals

» Aggressive language
People don't really listen

Desired norms, Behaviors, Practices that should be Developed
Common Courtesy (e.g. cell phones, finish sentence, listen, talk softly,..)

Mutual understanding
Respect for individuals’ time (e.g. punctuality, don’t keep waiting, )

Show good will toward one another
AB( Inc.

© KPA Ltd., 2009

Core Value: v
Team Spirit

o At ABC, our team spirit binds us together,
transcending organizational, functional,
and geographic boundaries. We work
hard toward a common goal and deliver
beyond expectations. Together we persist
and beat the odds. We cooperate,
collaborate, and empower one another in
recognition that a global effort translates
Into exceptional solutions and services.

ABCInc,

© KPA Ltd., 2009




Behaviors, Norms & Practices:
Team Spirit

Existing Behaviors, Norms & Practices that should be Encouraged
Determination to win business é)

Existing Behaviors, Norms, & Practices that should be Discouraged
» Power and personal driven. Don’t care about the company
Keeping information from one another
Micro management
On-going conflict @
Mistrust

Desired norms, Behaviors, Practices that should be Developed
»  Empower teams - distribute decision making and accountability
Facilitate cross-functional and cross-border team meetings
Increase representation of non-Israelis and women in leading teams G@)
Encourage & support virtual teams
Publicly recognize & reward excellence (individual or team)
Team-based incentives
Encourage information sharing between and in teams - (Develop information sharing tools)

Management participation/awareness of teams
ABC Inc,
101
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Core Value:
Our Customers

We are dedicated to creating value for our
worldwide customers by developing and providing
technologically advanced solutions and services.
We build lasting relationships with our customers by
listening, understanding, and anticipating our
customers’ needs. We are easy to do business
with and always strive to be responsive and
professional. ABC customers can trust our

commitment to their success.
ABC Inc,
102
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Behaviors, Norms & Practices:
Our Customers

Existing Behaviors, Norms & Practices that should be Encouraged
Desire to satisfy customers é)
Want to help customers to implement ABC Solutions
Easy to do business with
Responsive, adaptive & flexible

Existing Behaviors, Norms, & Practices that should be Discouraged (@
Hiding problems from customers
Don't sincerely respect customers; think that we know best
Not honoring our words to customers

Desired Norms, Behaviors, Practices that should be Developed =)
e Invest in accurate and timely reporting to customers.

Share information with customer

Give the same attention to customers after ordering as before ordering.

Treat customers with same dedication and respect regardless of size

ABCInc,

© KPA Ltd., 2009

Core Value:
Innovation

We constantly strive to redefine the standard of
excellence in everything we do. Therefore, we are
open to ideas that challenge the convention, seek
diversity of views, and take calculated risks. We
encourage both individuals and teams to constantly
search for innovative technologies and creative
business solutions and recognize their
achievements.

ABCInc,

© KPA Ltd., 2009
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Behaviors, Norms & Practices:
Innovation

Existing Behaviors, Norms & Practices that should be Encouraged é)

Develop solutions that other vendors lack
Work hard to meet customers’ requirements

Existing Behaviors, Norms, & Practices that should be Discouraged

NIH @

Desired Norms, behaviors, Practices that should be Developed
Increase investment in innovation =y
Foreign R&D should be just as relevant and acceptable as Israeli-based R&D.

Decisions on where to develop (product or service) should be based on best available
technology/know-how and not on division, country, nationality, or race.

Insist on, encourage, & support innovative ideas in all areas from all units

When customers question/reject our technology/solutions, we should reevaluate our
technology/solutions and try to understand customers’ view

ABCInc,

© KPA Ltd., 2009

Core Value:

Integrity

We are committed to conduct ourselves in a
manner consistent with the highest standards of
Integrity. We are honest, ethical, and fair in all our
activities. We keep our words, deliver on our
promises, and acknowledge our mistakes. Our
personal and business conduct ensures that ABC is
a company worthy of trust.

ABCInc,




Behaviors, Norms & Practices:

Integrity
Existing Behaviors, Norms & Practices that should be Encouraged %
« Modesty - our managers are modest and not extravagant

Existing Behaviors, Norms, & Practices that should be Discouraged

* Not honoring our words to customers/employees @
* Not executing management decisions — a common practice all over ABC

Desired Norms, Behaviors, Practices that should be Developed

» Develop ethical guidelines

e Transparency; accurate and complete reporting =%
* Management should back/support employees in tough periods/situations

» Employees should back management decisions and strategy.

» Discipline
AB( Inc,
107

* Practice what you preach; set personal example

© KPA Ltd., 2009

HUMAN RESOURCES
PLANNING & DEVELOPMENT
(HPR&D)

© KPA Ltd., 2009




Why An HRP&D System?

» Fierce competition for professional
manpower

« Retain employee talent
* Formalize leadership development
* Need for on-going training & growth

 Need for better business &
Interdisciplinary skills

 Emphasize customer focus
o Competition & fast paced change

© KPA Ltd., 2009
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People, tools, and processes

PEonle
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What The System Will Do

 Differentiate employees based on both
past performance and future potential

* Aggressively grow & develop the high
potential groups of professionals and
managers

e Continuous employee skills improvement

* Provide access to the necessary basic and
advanced training activities

e Be compatible with existing human
resource corporate processes

© KPA Ltd., 2009 11

Performance vs. Potential

* Performance- an employee rating of past
accomplishments (usually measured
against goals) during a specific time period

» Potential- an employee projection of future
ability to achieve (assessed by
comparison to success model criteria)
within a time period

« Potential Definition- capability to handle
Increased responsibility or scope within
one year

© KPA Ltd., 2009 112




HRP&D System Components

» Professional Employee & Managerial
Success Models

Performance/Potential Employee Ranking
— Professionals
— Managers

Ranking Categories with Targeted %
High Potential Employee Development
Training Courses

KPA Ltd., 2009 113

Professional and Managerial
Success Models

 What is the future direction of the
business?

What new skills/capabilities are required?

Where is there a current shortfall in terms
of skills?

What kinds of employee profiles are most
successful in meeting today’s challenges?

© KPA Ltd., 2009 114




Management Level Success Model ~
Sample Criteria Dimensions

» Has the necessary cross-functional knowledge, influence
skills and growth capacity for organization-wide mgt.?

* Now recognized as effective leader?

» Proactive with customers?

« Evidence of sound judgement & responsive dec.-making?

 Demonstrated the dev. & empowerment of others?

» Evidence of strategic thinking & effective business skills?

« Demonstrated the creation & mgt. of needed change?

» Selects complementary skill sets?

» Acts from a big picture understanding of industry/market?
« Educational breadth enables going beyond own expertise?

© KPA Ltd., 2009 115

HRP&D System Components
Performance/Potential Employee Ranking

» Professional employee success model
criteria

« Management success model criteria

 Rank (1)professional & (2)managerial
employees based on both performance
and potential

— Forced rankings based on ratings provided by
management within a management team
framework

© KPA Ltd., 2009 116




L
HRP&D System Components

Z

Ranking Categories with Targeted %

|
< A

I
' YES Potential NO
‘Brightest Stars| Performance [JELE

Stars

Potential Stars Blockers Expected
Corrective
. Below
Action (2%)
© KPA Ltd., 2009 Performance 117
L)

HRP&D System Components
High Potential Employee Development

» Leadership Development Program

— 360 degree feedback option
 superiors, subordinates, peers, customers
* measures individual progress over time

— Individual development plan
* three to five developmental objectives

» one job assignment/move and one training course
(internal or external) per objective

e measurable

« Quarterly management review

© KPA Ltd., 2009 118




HRP&D System Components
Standard Training Course Matrix (sample)

Course Time
Prof Onal Product Dev. Entry

Customer Focus/ Entry

Quality Imprv. Tools

Technical 6 Months

Engineering Business One Year

Skills
Project Management Two Years
M anager BMT Entry
Team Building 6 Months
Negotiation Skills One Year
AMT Two Years
© KPA Ltd., 2009 119

Training Program Layout
Basic Management Training (BMT)

* Newly appointed mgrs/team leaders
» Five 1-2 day modules over 6 months

« Content tailored to participant’s needs

— Role of Manager; Org. and Leadership Theory; Org. Culture;
Opinion Survey and Action Planning

— Employment Interviewing

Coaching/Mentoring; Interpersonal Communication/Feedback;
Performance Evaluation and Compensation

— Customer Orientation; Understanding Customer Needs/Wants
Effective Business Presentations
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Training Program Layout ~

Advanced Management Training (AMT)

» Experienced mgrs/team leaders
e Three 2-2.5 day modules over 3 months

« Content tailored to participants needs
— Leadership and Peak Performance

— Managing Team; Stress Mgt; Change Mgt; Paradigm
Shifts; IT Mgt; Performance Evaluation and
Compensation; Employee Morale

— Customer Orientation; Understanding Customer
Needs/Wants; Financial & Market Review; Skills Mgt
& Job Obsolescence
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HRP&D Implementation
Team Mission

* To contribute to ABC’s success by
assisting and supporting management in
the implementation and needed
modifications to the Human Resource
Planning & Development System which
will foresee and build professional and
managerial expertise.
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HRP&D Implementation
Team Activity Flow Chart

Finalize Prof. &
Mgt. Success Facilitate Professional
Models and Management '
Ranking Processes Review/Measure

Development Planning
Processes

Recommend Training

Overall HRP& D Course Content
Recommendations )

Evaluate High

Potential Dev.
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1) Process Performance Appraisal Systems: A Working Substitute to
Individual Performance Appraisal , Kenett, R., D. Waldman and S.
Graves, Total Quality Management, 5, 5, pp. 267- 280, 1994.

2) Selected Trends in Quality Management and Human Resources
Management (in Hebrew), Kenett, R., Mashabei Enosh, 106, pp. 50-54,
October 1996.

3) Human Resources Planning and Development with Competency
Models (in Hebrew) Kenett, R., M. Meisel and Mia Cohen-Jacobs,
Mashabei Enosh, 107, pp. 6-13, November 1996.

4) The Performance Appraisal System at SSM, Winner of the Malcolm
Baldrige 2003 Health Care Systems Award (in Hebrew) Kenett, R.,
Mashabei Enosh, 181, pp. 40-46, January 2003.

© KPA Ltd., 2009 124




20N2N1 N2YN N2WN NI'NAY? DMV}

? NN 2MALVIVOXT AN'RNN NDYYNN DXN

2 AT NIX? NdyYna N7Y9n7 2'NNN? |71 DXN

? D'TNI'M D'ANYN NYAIIT NDYYNN N'7u9n XN

? D'MONI9NI DMDIN NDYNN 7¢ D"LVNI9A DX

? Nd>ynn NX 0'2'an D'TAIYN DN

? NOAYNn N1 |JInk Y*' DXn /

© KPA Ltd., 2009 125

20172 IN'¥I019 NINT? NYONN NDIYNN DX
M"71IN"N NYIAD DX NNXIN nn'"pa noayna XN

2AN7IN NIP7A NIYAT OXD NPTIA DIN''EA NDYNN DXD
D' 71IMAan 1MLVE YIART7 NMYOXRN NNTEa NDIYNN DX

© KPA Ltd., 2009 126




? TI'Y,VUT'M ,D0'"7) IND D'ANYN
? dTIAY D'"70N ,wpn ,’9n0 INd ATIAY D20

? D'"NXIY D'>'70N ,NIA'nan TNIYPN IND 'YIIXRN DIan

© KPA Ltd., 2009 127

"N alvn

© KPA Ltd., 2009 128




I D
Ninna QY NI'S'X DIRN NYW'a5S

niNIEYn M NINIRYY NIYAT AN T'ON NTaN

N\

leN I-’In

© KPA Ltd., 2009 129

niNNA QY NI'S'Y DIRN NY'aS

l

nlﬂlfl'?n mn nlnlp'm NniYT Nn T'PON NTan

N

Jin

nl|'ll7 D"IdN D'N'NY NXIAR U' XN

Ll

mnlp'm NnYT Nn

ninp'™ M

© KPA Ltd., 2009 130




NINNA QY NI'9'YX DIXKN NYaS

J

NN M NINIR' A NIYT An T'PON NTan
1 1 1 1
[: NI DIIDN D'MMY N¥IAR W' DR ::|— WX
[b)

o' DIN I'"N

aj7yn y¥a? nama a7y

=

nlnlp'm nYvT An

NN '

DTy |

© KPA Ltd., 2009 131

D"Y'N D'TTN N7V

T Tm DMy AN nNnTn onIIo | NXI9N | NN

© KPA Ltd., 2009 132




nNlinnn QY NI'S'Y DIXN NY'aS

l

nINIP7n M

NINRY NIYNT an T'RON NATan

N
AL 4 *

[: NIR%? DIIDN D'MMY DX Y' DXD F 'WIN 2'N
P l Ll
V e ‘ /

D'n"p 0N I7"X

ajyn y¥a? naim arx v

( NINIRYY NIYT AN

ninp' M

=

_\

© KPA Ltd., 2009 133
&)
NN YUI7v2a DTV NNTAN
nN2N NN
nZ'7NNn NN
N'Y'N NN

D" TY™? NINNAIT

N7 NNI7N DIxny
D''N'19 NINIPY? [I¥XY NIV AY
NTIAY NI'IDNA AT'NY
NAIAN "INT DIXNY
[I'ND I9'Y

© KPA Ltd., 2009

134




n-'vn-:n vamoox': DXNNQ N |9-'w m:n'1 \WONN n-'ru-w '1|'11w

© KPA Ltd., 2009 135

'Y'X 0'0D

qQ'vo T™™m N 9% NIV

7

nan

npinn

IWIN

© KPA Ltd., 2009 136




| PROCESS PERFORMANCE

AND REWARD

SYSTEM

Average

bonus = I 8 I/o of yearly salary

MEASURE DESCRIP.

MILLIONS OF $'s
% OF SALES
YEARLY $ AVE.

QUALITY SURVEY
% OF VISITS

GOALS
1 TOTAL SALES
2 GROSS PROFITS
3 STOCK PRICE
| TEAM LEVEL GOALS |
4 SERVICE INDEX
5 TOTAL ERRORS
INDIVIDUAL LEVEL GOALS |
6 RESPONCE TIME
7 COMPLAINTS

8 PROJECT COMPL.

AVE. # OF MINUTES
MONTHLY AVE.
% OF TOTAL
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|| Name:

Dept.:

John

Service

38 10 1 480
0.6 10 2 960
70% 10 0 0
100 [JrotaLBoNus 6240
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