TAsvNsWRIUIALAINATITLINTAANTITANASS (PMQA) 1 w.d. 2551

UANATTUHATLUONA
ANSHEIUIALAN

ANSUSUITAANITANASS
(PMQA: Public Sector Management Quality Award)

BN 3 ?“
Osezinlzztlon ﬁ L

AN9aUsy 4 U

Module 1 : iihuuna 6150 naanniliiugs
Module 2 : nann1saan1snszuIUNIS
Module 3 : nsudssiiiuautnal2is1 a6

Module 4 : n"1531A5124 AaAAU 5189 IU
Module 5 : n1sud5uilsvasdns 9 Aunau




BN N
Ordziiizzitlon) ﬂ L

nsU3uilgeasdns 9 dunau
wndalunislsuilyvasdnsg
msdsulseludunaud 1
msusulseludunaud 2
mslsulseludfunaud 3

msusulseludunaud 4

mssulseludunaud 6
msdsnlseludupaud 7

mslsnlseludupaud 8

0
1
2
3
4
5. nsdfuilsetludunaui 5
6
7
8
9

msdsnlseludupaud 9

PN 5
Orgzinizzdios) u L

nANBALLUIAR
Tunszuruns
Usuilsvasans




PN

1 Organizational Orgzinizzdios) w
Change Process |
1. Envisioning Ainnne
2. Activating nseeuU
3. Supporting duuayu
4. Installing ALAUNTS
5. Ensuring ARRIN
6. Recognizing gngag
— nwsg.
: : PN 5
2 Organlzatlonal Orgzinizzdios) w
Change Process |
1. Business Environment Uavgnieuan
2. Business Ecosystem tadunnalu
3. Business Design AMRURATIANIG
4. Leadership Style Amuazduuunsia
5. Organizational Values AuuaAe N
6. Management Process AANIINITUIUNTS

7. Knowledge Management Systems 4AN1389AAINS

8. Performance Measures

IRUANITANHUIIY




3 Organizational
Change Process

1. Preparing for Change

=} U
LEOIFYHNIDN

P
Orgzinizzdios)

1.1 Define change management strategy

1.2 Prepare change management team

1.3 Develop sponsorship model

2. Managing Change Wasuulag

AMuANagns
AIAMSNIITU

weuu1lAseas9

2.1 Develop change management plans

2.2 Take action & implement plans

3. Reinforcing Change Usuige

WEIUILLEIY

YHURRINLNY

3.1 Collect & analyze feedback

ARRMINUTZLAU

3.2 Diagnose gap & manage resistance JvasizHigmn

mw

3.3 Implement collective actions

uilausuise

4 Organizational
Change Process

Establish the 10 Winning Conditions

1. Correct diagnosis of the change
challenges. 3iAs1zHAINTIINNG

PHGR R
Orgzinizzdios) m L

6. Rapid strategic decision making and
deployment. ﬁwumwunaqms’

2. Early development of shared
understanding. WauAHLEla

7. A human flywheel of commitment.
q319A2133{951%

3. Enrichment of shared understanding
YeERaNISHAUIAMNLE e

8. Identification and management of
sources of resistance. u3r1N15ABATY

4. Establishment of a sense of urgency.
A319A1NATERIUN

5. Creation of a limited and focused
strategic agenda. muuaLdnntafiAng

9. Follow - through on changing
organizational enablers.
ﬁ'lilﬁlﬁ'mﬁ‘rmjn'ﬁmﬁﬂuuﬂm

10. Demonstrated leadership commitment.
UARIADNR AU AIE N
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Organizational
Change Process

1. Raising Awareness

Orgzinizzdios) m w

H319ANASTEHUN

2. Communication for Consensus

Hada1stNad5198UNINA

3. Building Trust / Commitment

d379A2 931U

4. Changing Culture

WRgNIBMUETTH

5. Measuring / Evaluation

AnmaIN Ussiiivua

6. The Players Roles / Responsibilities

UNUIMNLAZAMNIURARDY

7. Sustain change through Learning

Bauguazliulye

8. Make change Fun

WeIUaE196BLIae
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Organizational
Change Process

The Quality
Journey

Continuaus
Aprovemant

Engage Key
oho L
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Sta kehOIder ;ﬁgiumyu m w

1. Customers

2. Employees / Unions

3. Investors / Partners

4. Suppliers / Media

5. Community

6. Government / Local gov.

7. Consumer / Industry Associations

8. Competitors

nwg.

LUUI1RRIANNGAINTTURY KANO P mw

Did it wery well

Dissatisfied =
| — =

nwg.




Sta kehOIder ;J;qujljxu:mou m w

Employees Customers

Social and Political
\ / Action Groups
.

- Competitors

\ Trade and Industry

Associations

Unions

Shareholders
Organization

/ A

Communities

Suppliers Governments

Media

o) .
Stakeholder need P mw

ANUGRAINITADY
Widu'ladrudacaasdns

ANURDAINITADIAVANIGA
Widu'lasdruda

» Fast, Right, Cheap & Easy" _ - * Trust, Unity, Profit & Growth

+ Purpose, Care, Skills & Pay - - * Hands, Hearts, Minds & Voices
+ Trust, Unity, Profit & Growth - m q - Fast, Right, Cheap & Easy”

* Legal, Fair, Safe & True - # » Rules, Reason, Clarity & Advice
+» Return, Reward, Figures & Faith - @ ‘ + Capital, Credit, Risk & Support

* Michael Hammer

W ez




Stakeholders pMQA, y
: Loyalty Equation — mw

Attitude . Behavior

Customer/Market S mw

Segmentation

AMsAILUNUTELANAAILATARIA
e andzavs uilaqlu afie auraa
* QNAIUDIALAY

Customer Segmentation Category

» Demographic data

eag WA Tlag el

« Behavioral data o diaayls Alvu Walus suduuunivu

* Psychographic data | o e Anuaula AnuAALiY

« Firmographic data

e sEanuaY NJUFIAR avAns NuIensiiau
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Customer/Market Segments AP o mw
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Customer Requirements 2
Determination

NTANTRUAAINADINITUDIZNA
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« Direct contracts

PG s
Organizzion m L
R

Customer Listening and
Learning Approaches

Customers

« Focus groups

« Complaints

« Customer surveys

« Customer visits

« Sales transactions

 Customer contract staff feedback

« Trade show

.~ «Phone calls

10
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Processes

Attitude

Systems

REALITY

Organization Change - Depth of Intervention Organization mw

Paradigm We have to recreate the business.
NITUIUNEL __ Change recreate the total enterprise.

Cultural We have to change the way
that we think and act.

U554

Change vision, values

We need to refocus.

Strategic
ARLUNS

Change objectives, strategies

Operational We just need to do it better.

No change to mission,values




| Organizational Change Process i mw
1. Unfreezing azarawginssy

1.1 Motivation for change 391a ‘

1.2 Impediments firdnalassm ‘

2. Change wlasuuilas

2.1 Well define objectives Anuatihnane

2.2 Communication daans

2.3 Plan : Leader; team; resource wiu@Iu {in AN niwenns ‘

2.4 Stakeholder management wRuuEsHIIulas uLie

9 o % a
2.5 Plan for resistance to change uwuudan1susesitunsilanuuilas ‘

3. Refreezing  15uil5e

3.1 Institutionalize change s5vanusiung ‘

o

’ 3.2 Overcome lingering resistance to change u¥naiassafifofiag )&
—_,-—' -

- - EVIOA .
Force - Field Analysis i) mw

External Forces Internal Forces
wvAeUanN usvnalu
Driving Forces » Customer demand Profitability
ws9ay + Competition Low moral

« Distributor inertia Passive resistance

Restraining Forces

WSIGIY * Regulations Resources

—

N9,
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The Strategic Change Flywheel i

Change
0 agent
Sitting
(] on the fence
Oppose the new
(] direction

m@“d

H - PN
Common Reasons for Perceived Resistance Organization

B Locicotinrormation or awareness
BY T Loccorimvonemen|
BY ™ i o cacersp commiment |
PY ™ ouiste rewarcs and recopnition|

5 Lack of proof in positive outcomes

14



Building Awareness and a Sense of Urgency i mw

nwg.

CEO presentation

Stakeholder
presentation

Benchmarking

Newsletters /
videos

Publication of key
performance
indicators

Management by
walking around

PMIOAN .
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nwg.
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Risk Management HR Scorecard

Individual Scorecard
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&6 Reacting to  Systematic
system Problems Approach Alignment  Integration Role Model

*
1]2]3 N
“ Role Model
Strategic R
Leadershi g
: = ©

Lead the organization —“‘ Int ti

1/2/5/11 "._> ntegration
o —
*
—s | O
*
.3» Alignment
o—
¥
*
o e Systematic
— Approach
o

Reacting to
Problems

Organizational
Learning 3rarcrioll s | 6|
*
— xecution
xcellence

Manage the organization E i
E perdifoserionived

No system

TQM / MBNQA / TQA / PMQA !‘?\‘\ |

A1slssiiv vuna 1-6
ADLI

Integration
I

N\
Learnlng - m Approach

Check/ Share/Act t

Deployment
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Linkage

T ->

TQM / MBNQA / TQA / PMQA
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Strategic Planning Model PAL o mw
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Performance - MILLNY- ERN
X\ 4
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Internal /J a External
environment B ’ ¢ a environment
Shared - — [ Core
Values . . Competency
3 Organization Objective B¢
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gws38 | ~ Strategic Goals i
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Strategic Planning Process G eation mw
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Impact Analysis - TQA Roadmap - Performance Projection
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Strategic Planning
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Strategic Plan
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PMQA
Framework
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Strategic Plan
& PMQA
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NUMUNRNUTUDAG Strategic Plan
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PG
Organizzion

ANSAIONISOL
AUNAR

mw

PG
Organizzion

BSC
Balanced Scorecard

: Policy Deployment Concept

R
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BSC Concept :

2000

Organizzion ﬂ W

BSC objectives

Do the right things Do the right things right
BSC Concept :

Financial
Measures

Non-Financial
Measures

Indicators

2000

Organizzion ﬂ W

Indicators

29



Strategy : Kaplan & Norton PHH

Orgzinizzdios)
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Strategy : Kaplan & Norton PHH

Orgzinizzdios)

Mission : Why we exist

Values : What's important to us

Vision : What we want to be
Strategy Objective : Our game plan

Strategy Map : Translate the strategy

Balanced Scorecard : Measure and Focus

Target and Initiatives : What we need to do

Personal Objectives : What I need to do

Strategic Outcomes :

» Satisfied shareholder

. e Delight customer

o Efficient & Effective Process

» Motivated & Prepared workforce

30



uwuﬁnaqms’ 1 (strategy Map)

Jaaiscavatdnanuns 4 U6

__esc_
ANSU Uszanswa

Mission / Values
Goals (4 years)

waaws / ihuuna

PHGR n
Orgzinizzdios) u L

Boa AN

Waaws / tihuuna

AszuIuNs / 3501s

ANS3aug ANsRiIUNavANS

» = m o

nszuIun1s / 38015

uwuﬁnaqns’ 2 (Strategy Map)

Janilscavaidonagns 4 46

PHGR n
Orgzinizzdios) u L

Mission / Values
Goals (4 years)

1

Usc@andma
wadws / ihuuna |

AN

isz@nsaan AsHicIUNavAns

wadws / ihuuia |

uulN15U {1

[5]
AszuIuUNls / 36015 |
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2000

Vision / Mission / Values

Orgzinizzdios)

Strategy
Map
PMQA
Hhusunaszae 4 1l
Dl 7.2 73, 74,
561 HAAWEGIU | HWRAWS6IU
‘:J?agiwﬁtjg ”?fgl"ﬂ}?" Use@ndaw | Waiuasdng
T
3.2 4.2 ; 6.2 1.2
ANuFuus ﬂ’ﬁgumﬁu NFENUMST | N5ENUMS | AnusuAnzall
fugndn avARINNY RralEhity] JUuRYU sadoau
5.1 nm‘%su'ﬁ“uw mwo?i%nua*
EELIVAL us939TR | ANuAIHATA |
Sy 41 — 11 2l 2.2
ANNLNENAY TIOURY i a — ATAAVIN AMSUINKELNS
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2000

Map & Card : BSC Concept

Strategy Map

Orgzinizzdios)

Strategy Card

Targets: Initiatives:

/

Strategic Theme: Objectives: Measures:
Operating Efficiency What the How success The level of  Key action
Cirancial strategy is or failure performance  programs
nancial 1 i
RONA tryingto  (performance)  orrate of  required to
S achieve against improvement  achieve
row Fewer planes . . .
Revenues objectives is needed targets
L —Attract & t monitored
Customer Retain More
Customers
On-time
Service
Internal Objectives Measures Targets Initiatives
Ftast groung * Fast ground * On Ground Time ® 30 Minutes * Cycle time
UMaround /o ww m = m afsp turnaround * On-Time ® 90% optimization
Departure

Learning

Ground crew
alignment

32



Strategic Plan
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Map & Card : BSC Concept

Longer Term (3-5 year) View

Strategic Plan
& PMQA

Shorter Term (Annual) View

Mission Vision | Strategy and Map Objectives Measures Targets Initiatives Milestones Accountable | Resource Alloc,
F1 | S |+ Growhigh- |+ %revenue .04 X%
5 g margin from high- .05 o0
° 3 service margin
2 .
2 2 F2 i services o 06 %
o S
IS “— I
o = 2 |- Provide + Customer . 0 s Develop . Surveydrafted | - Mg . S0
E] ] S personalized satisfaction organization- | by 6/04 Team
S > 2 c1 3 i .05 % g
32z =1 @ survey rating wide survey
i 5 3 o . 06 X%
SE <
o E 2 _, |+ Keeppatients|  Serice level Electronic |+ Completeby |+ Dept. Chairs | + $xxxx
58 5 P1 < informed spot check .04 X% notes project 2004
2 E P2 g rating . 05 xx% « Al patients
3 £ £ .06 % logged in
2 8
S
3 P
2 2
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Project Management
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Organizational Chart

Project Manager
Deputy Project
Manager
Systems Independent | Project Technical Quality Configuration
Engineering | Test Group Lead Assurance | Management
S/W Subproject SAW Subproject H/W Subproject
Manger 1 Manger 2 Manger
Team1 | Team2 | Team3 Team 1  Team 2 Team 1  Team2

Communications Channels

number of communications channels = n(n-1)
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B
Aand H

Oof ,
2 people, 1 communlcatlons channel
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w o

o0

.-
3 people, 3 communications channels

\ 4 people, 6 commumcatwons channels, etc.
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LEADERSHIP SYSTEM

Communication Effectiveness
Fiscal Accountability and Transparency

Governance System Structure
Leadership Process

Organizational Sustainability

QN 001 B W i

Succession Planning

Organizational Performance Management

Priority Determination and Decision Making

STRATEGIC PLANNING SYSTEM

Annual Operation Plan Formulation

Policy Deployment
Plan Formulation

Resource Allocation-Redirection

Risk Management

Strategic Assessment

Strategic Assumptions Development
Strategic Resource Commitment
Strategy Development

1.
2.
3
4.
S
6.
7.
8.
9.
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CUSTOMER and MARKET MANAGEMENT

SYSTEM

. Customer Relationship Management
. Customer Satisfaction Determination

. Customer Segmentation / Knowledge

Determination

. Complaint Management
. Product and Service Features Determination

KNOWLEDGE MANAGEMENT SYSTEM

©o~NoGar®ONE

Analysis

Benchmarking and Comparison
Data, Information, and Knowledge Reliabilit

Evaluation
Information Hardware and Software Design

Knowledge Creation

Knowledge Management

Knowledge Sharing

Performance / Knowledge Metrics Selection
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HUMAN RESOURCE MANAGEMENT SYSTEM

Career Progression
Employee Performance Management

Employee Performance Review
Employee Recruitment

Employee Work Climate Assessment
Learning and Development

Work Organization and Management

Workplace Environment Improvement
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PROCESS MANAGEMENT SYSTEM

Implementation

Improvement

Key Processes Determination

Process Control

Process Design, Development, and Delivery
Process Requirements Determination
Process Simplification Process

Supplier and Partner Management
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Strategic Plan
& PMQA
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Value chain model
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BSC Concept : Cockpit

Aititude  Speed Finance Customer
Vertical Direction
Speed Indicator
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AAR After Action Review Organization
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