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. PIEFZA Mission Status

This section provides a point-by-point analysis of PIEFZA’s organizational responsibilities
under its Law, proposes performance metrics for each point, and identifies missing 1SO-
required processes. Note that the metrics identified here are general in nature, and are further
refined in the individual Process Flowcharts, which include specific measurements to assess
process capability.

PIEFZA L egal Responsibilities

Mandate:

Supervise industrial estates and promote industrial estates and free zones locally and
internationally with the aim of attracting investment. Develop regulations relating to
financia, administrative and technical matters inside these estates and free zones.

Analysis: PIEFZA is not now actively meeting its mandate due to the prevailing political
situation. PIEDCO, the only industrial estate devel oper/operator, has only been able to collect
asmall portion of the Tennant/Investor fees for the past two-and-a-half years. As aresult,
both organizations' sales/promotion function is currently dormant. PIEDCO'’ s Director
Genera iswilling and able to “sell” when the time comes (and is well aware of the markets to
target), but sees no real sales opportunities at this time.

Metric: Sales-based metrics are not indicative of performance at thistime.
Legal:

Palestinian Industrial Estate and Free Zone Law in November 1998. Under thislaw, PIEFZA
was established with full independent legal status and was designated to be the “One Stop
Shop” for investors at the industrial estate and industrial free zones. List of One Stop Shop
“products’ or “outputs’ or “services’ include: Permitting, Registration and Commercial
Records, “No Objection Letters, Industrial Estate/Industrial Free Zone Certif icates, etc.

Analysis: The classic definition of a One-Stop-Shop cannot be met because the implication is
that “barriersto success will be removed through personal advocacy.” PIEFZA isat 75
percent in terms of the processes being in place to reach “start-up” quickly and efficiently.
Processes can be improved to shorten cycle time. However, even if these process
improvements are pursued, Tennant/Investor still faces impossible conditions on the Isragli
side that include damaged goods, VIP exclusion from Gaza, shipments being held “for
security purposes’ and much worse. Even if the One-Stop-Shop were at 100 percent, the
Tennant/Investor would still fail because of high “ costs of passage.”

Metric: PIEFZA can only control processes on the Palestinian side of Karni/GIE.

Funding:

PIEFZA'’ s financial resources derive from the general budget of the PA, fees collected from
licenses granted for industrial estates/industrial free zones, grants and loans provides by

donor organizations, and any other revenues of financial penalties collected in the operation
of industrial estates.
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Analysis: International funding is stalled due to the political situation; fees cannot be
collected dueto the political situation.

Metric: PIEFZA has limited options for working towards financial self-sufficiency.

Board:

11 members, seven from various Palestinian Authority (PA) Ministries, and four
representatives of the private sector, including two representing the developers and two
representatives of the chambers of commerce and industry and industrial federation.
PIEFZA’ s Board must endorse the PIEFZA work plan.

Analysis: Board meetings are not held according to aregular schedule, but on an ad hoc basis
(until recently, the board did not meet for an extended period of time). They original PIEFZA
work plan was approved years ago.

Metric: The Board has not played a strong role at critical points during the political crisis.

PIEFZA’s Specific Activities:

1. The preparation of a comprehensive general policy for the establishment and
development of industrial estates and industrial free zones in West Bank/Gaza.

Analysis: The Policy is not comprehensive because “sales’ ismissing. The concession
agreement (between PATICO and PIEFZA) does not address the division of responsibility for
sales and promotion.

Regarding VAT and Taxes (policy for establishment and development), these processes are
outside PIEFZA’ s control. TheVAT Refund Process is upside down — the PIEFZA trail is
littered with examples of companies who cannot get VAT refunded because the PA has no
money. PIEFZA cannot be accountable for this situation.

Metric: Difficult to apply to PIEFZA aone.

2. Submission of proposals, plans and recommendations (for the creation of new IE/FZ’s) to
the Council of Ministers (The Cabinet) regarding the establishment, development and
management of any industrial estate or industrial free zone in West Bank/Gaza

Analysis: Promotiona campaigns or programs, treaties or major funding proposals, or
suggested new Industrial Estates or Free Zones have to be approved by the Council of
Ministers. It was not possible to research these approvals, but in reality, we know that at least
the PIEFZA Board of Directors approved all of the above.

Metric: Threshold (financial) above which the Council of Ministers (the Cabinet) must
approve plans and programs— and isit being followed.
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3. Review of applications related to the establishment of industrial estate/industrial free
zones for industrial projects and submission to the Council of Ministers of its
recommendations.

Analysis: Same issue as point 2 above.

4. The granting of Industrial Estate/Industrial Free Zone Certificates to qualifying investors.

Analysis: Same issue as Tennant/Investor Facilitation Process.

Metric: 100 percent acceptance rate from the Subject Institutions, but as a“ One Stop-Shop”

the process could be improved from the Tennant/Investor point of view to include increased

“advocacy” and less “leg-work.” See the Process-by-Process Final Audit Report.

5. Development of industrial estates/industrial free zones, directly or through developers.

Analysis: Reatively smple to assess.

Metric: A customer satisfaction scorecard for PIEDCO by the Tennant/Investors.

6. Preparation of plans and programs related to the development and growth of industrial
estates/industria free zones.

Analysis: Some plans and programs regarding growth of the GIE have been creatively
initiated but destroyed by the political crisis (see “Funding,” above.) Plans for more IE/FZ’s
have been developed but not implemented.

Metric: Adapt work plan (see Board issues above)

7. Establishment of public facilities required by the industrial estates/industrial free zones,
directly or by athird party.

Analysis: Off-Site Facilities such as the water treatment plant at GIE are done but there are
other “public facilities” related to Information Technology for example, that are appropriate,
but we do not know if they are possible (for example, high-speed access). Regarding PIEFZA
itself, the Marketing Department has no access to international telephone lines - yet the target
investors are almost exclusively international.

Metric: Documented on-going resource utilization review.

8. Determination of fees and collection stipulations for services provided by PIEFZA to
industrial estates/industria free zones, in accordance with the law.

Analysis: Done in accordance with the schedules developed by the Board of Directors.
Metric: Collection process and revenue.

9. Subscription (signing) of contracts and agreements, and acceptance of subsidies and
donations in accordance with the provisions described.
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Analysis: They are signed — but we do not know if the Council of Ministersisin the
decision-making, notification, or approval cycle.

10. Approval of the annual public budget of PIEFZA and submission to the appropriate
authorities for ratification.

Analysis: The PA Budget is restricted to daily expenses only — there are no funds for
developing or upgrading “Promotional” programs. All of this must now come from donors.

Metric: Council of Ministersrolein trying to provide Donor Funds; General Director role.
11. Selection of developers and subscription (signing) of contracts with them.

Analysis: The Selection Process has only been engaged once — with, in the end, a“sole
source” award.

Metric: Quality of developer; compliance with contractual responsibilities.

12. Control the performance and development of industrial estates/free industrial zones and
publish pertinent reports.

Analysis: MIS dutifully produces all requested reports. The report that ismissing is the
report on these Activities, plus Mandate, Legal, Funding, and Board “ performance.” The
Board of Directorsiswholly responsible for reviewing the responsibilities of PIEFZA on a
regular basis and to consider/re-consider the performance in light of the current
political/financial realities.

Metric: Reports (Operational Statistics from “ Site Operations”) designed to assess
performance in consideration of financial and political redlities.

13. Subscription (signing) of local and regional agreements with respect to any of the issues
identified in this law.

Analysis: All required signatures seem to be in place. The issue remains, unfortunately, that
many of the agreements signed are ignored/revoked by Israel, or given “apass’ by both
PIEFZA and PIEDCO to face redity in the current situation.

Metric: Difficult to apply with any consistency.
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Il. Process-By-Process Analysis

= Current Situation Anaysis
= |SO Andyss
= Suggestions for Improvement

NOT E: The expression often repeated below that “there was no process’ means that in 1SO
terms, there were no documented and controlled processes. There were instances of
“documented generalized steps’, but no processes.

One Stop Shop:

Tennant/l nvestor Service Facilitation Current Situation:

= Given an operating definition of “One Stop Shop” (persona and direct intervention to
overcome al barriers to permits and agencies; dramatically foreshortened cycle times for
agency approvals, high-level and personal advocacy;) the One Stop Shop operates at 75
percent. Per “The Agreement”, PIEFZA is supposed to be “hands-off” PIEDCO and the
Permit-1ssuing entities. However, there is a monthly Saturday Morning meeting (to
facilitate, not to interfere) hosted by PIEFZA Operations and the Director General, for the
Tennant/Investors, Security, and PIEDCO. Minutes are maintained.

= Theinitia “process’ existed in the form of atable listing the Steps, Documents, Cycle-
Time and Comments that are believed to have been used to drive the workflow of the
MIS. However, when we flowcharted The Process, the Process Owner had great difficulty
“connecting the dots’, which means he knew the steps well but did not have a process.

» Thereisno Corrective Action/ Improvement process to respond to issues raised by the
monthly Saturday meeting in a structured way.

(With regard to SO 9001:2000: This process, with the “real-time” changes [a documented
process v. steps — and other changes] made during the audit process — complies with the
standard if and when a “Customer Requirements Cgpture Document” is put in place).

Tennant/Investor Service Facilitation suggested improvements:

» |nastandard private business, Public Relations/M arketing/Sales would host this meeting.
It is difficult to see how Marketing can do their job receiving only verbal results of these
meetings.

» The PA/PADICO Agreement/implementation should be changed to alow mutually
beneficial interaction between PADICO and PIEFZA. PADICO is likelyto welcome any
changes that result in more Tennant/Investors.

= Any new Tennant/I nvestor is going to “talk to the present Tennant/Investors’ before
“investing”, so there should be aformal “ Customer Satisfaction” capture document (a
survey.)

= A “Customer Requirements Capture Document” should be put in place.

= PIEFZA could shorten the cycle time by submitting the Request Letter(s) to the
Companies Registry and Isradli Institutions in person instead of having the
Tennant/Investor do it. There are severa examples like this where the Tennant/Investor is
doing the legwork instead of PIEFZA.
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Customs and Tax Process (the tax-break approval process) Current Situation:

NOTE: Thisisrelated to One Stop Shop— but is broken-out separately because of its
complexity.

= Thisprocessiswell understood, partly because law drivesit very exactly. We were able
to document a very straightforward process that seems logical and effective.

The Process-Owner is particularly knowledgeable.

The Customs and Tax “dispensations’ are based on capital equipment investment.

VAT isreimbursed based on the Customs determinations.

The PIEFZA Board is required to approve these recommendations (it is required to meet
every month, but does not. It does not appear that the number of meetings and the “ due
diligence’ (for example, alowing a situation where there is no Sales Process to
exist/continue) is sufficient to achieve PIEFZA’s goals.)

With regard to 1SO 9001:2000: This process, with the “real-time” changes [a documented
process v. steps— and other changes] made during the audit process — complies with the
standard.

Customs and Tax Process suggestions for improvement:
= Same as the Facilitation Process — re-draw the Agreement.
= The VAT Refund Processis upside down— the PIEFZA trail is littered with examples of

companies who cannot get VAT refunded because the PA has no money.

Permitting Process (Environmental) Current Situation:

» Thisprocessis owned-by the same person as Investor Service — the same comments as
One Stop Shop apply. Thisis part of tha process— but is broken-out as a separate step
due to its complexity.

= The Tennant/Investor is required to hire a consultant to respond to many of the same
issues* other Tennant/Investors’ have aready hired consultants to respond to.

= A second Process includes Permits for Developers.

With regard to SO 9001:2000: This process, with the “real-time” changes [a documented
processv. steps — and other changes] made during the audit process — complies with the
standard.

Per mitting Process Suggestions for | mprovement:

= Same as the Facilitation Process — re-draw the Agreement to permit more advocacy and
intervention from PIEFZA.

= PIEFZA could maintain an “Environmental Library” of current and past Applications so
that new Applicants are able to save money on consulting fees by being able to provide
their consultants with up-to-date information on existing conditions.
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Post-Environmental Approval Process (Registration and Operating Permits) Current
Situation:

» Thisprocessis owned-by the same person as Investor Service — the same comments as
One Stop Shop apply.

= Same lack of advocacy issues as One Stop Shop (thisis part of that process— but is
broken-out at a separate step due to its complexity.)

With regard to 1SO 9001:2000: This process, with the “real-time” changes [a documented
process v. steps — and other changes] made during the audit process — complies with the
standard .

Post-Environmental Approval Process Suggestionsfor | mprovement:

*= PIEFZA could shorten the cycle time by submitting the Final Letter of Recommendation
to the Companies Registry in person instead of having the Tennant/Investor do it. There
are severa examples like this where the Tennant/Investor is doing the legwork instead of
PIEFZA.

Promotion and M arketing Current Situation:

= Evenif new Tennant/Investors were to join the Gaza Industrial Estate (GIE) — the risk of
failure is high. PIEDCO recognizesthis, and even though they claim (credibly) that they
“know exactly who to call” — they are not calling because they cannot deliver on the
“promises made.”

The “promises made” are that investors in the GIE will have free access, priority special
handling of your goods, priority movement of personnel and vehicles— and the One-Stop-
Shop will act as an advocates to make this happen.

The PA, PIEFZA, PADICO- no one can deliver these promises. Current Tennant/Investors
are barely hanging on. What new investor will engage in a project where the best they can
expect is“survival” (if even that.)

It was stated severa times that “PIEFZA cannot fail because it is a government agency - -
even if there were no tenants — everyone's job is secure.” While it’ s true their role is not
selling (by Agreement,) the PIEFZA Board of Directors should still be accountable for the
failure of any IE/FZ.

Looking to the future, when Tennant/I nvestors can prosper:

= PIEFZA’s"“mission statement” does not require PIEFZA to do Sales.

= PIEDCO’ sconcession (contract) does not require “The Developer” to do sales so
PIEFZA only “ encourages’ (or did along time ago) them to sell. One would have to
stretch the legal obligation under the Agreement beyond legal interpretation to conclude
that The Developer has any obligation to sell. Any obligation to “get on the phone an
sell” to new, potential Tennant/Investors is vague and “by implication only.”

= Therequirement is not in PIEDCQO’ s parent company’ s contract either.

» There appears to be no feedback from people who travel around the world to seminars,
conferences, and workshops. No Trip Reports.
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= Thereisonly arequirement for “making of strategic plans’ — thereis no requirement for
execution. The Plan is mostly “visit international conferences’ — and this is done by
senior management or ministers — without/with little feedback to Marketing.

» The vast resources aready existing from previous USAID funded consultants regarding
“market development” is almost un-used, and generally “not available” (for example, the
Diasporas List and the Prospective Investor Profiles — hundreds of pages.)

= Marketing does not know if the other Ministries are promoting PIEFZA/GIE or not — nor
how. If Marketing goes on atrip thereis no “trip report.” No feedback.

* Prospects who look into investing then decide not to Invest are not interviewed regarding
“why” so “improvement” of Marketing/Sales (there is no Sales) is at |east best described
as “difficult.”

= |tisthe opinion of Marketing that “selling” would not work because no one would invest
in GIE (or West Bank/Gaza) at thistime

With regard to 1SO 9001:2000: Marketing is not an 1SO Process. But if it were, the PIEFZA
process would fail due to lack of feedback, “capture documents’ (for example Trip Reports)
and “necessary and subsequent actions’ being taken and documented. Being forbidden by
contract to “sell” — there is no “customer” for this process. Further, the requirement to
“determine customer requirements’ [what international investors are looking for] is not met
(see the flowchart).

Promotion and M arketing Current Suggestions:

» Redefinethe PA-PADICO Agreement to designate responsibility for sales’.

» For future IE/FZ’s - Hire atrue, qualified, and experienced Sales Person/Team with a
proven track record in highest-level international sales. When the time is right - Get them
on the phones. (Interviews both inside PIEFZA/PIEDO and outside, indicate that “active
sales’ is not a Palestinian business tradition. It is more “here weare . . .”)

=  When thetimeisright get International Telephone lines, get the Diaspora List and the
Profiles and get on the phones.

= Provide more incentives (unfortunately we have no knowledgeable, proven ideasfor a
situation like this - Israel’ s uncontrolled ability to cause failure at any time.)

* Provide a“better face” to the facilities (think Singapore.)

= Document Customer Satisfaction.

Provide (if/as it makes sense) improved/advanced services.
Study and take action based on the EC “Industrial Park Development Guide.”

Infor mation Technology Oper ationsCurrent Situation:

= Thesystems are very new — with most of the value-add being to One Stop Shop— but
without a process (One Stop Shop Process), it is not possible (until now) to develop a
workflow so that events are enabled and appropriately driven by Oracle. The System is
“presumed-good” unlessit is proven “not capable” through utilization. Everyone needs to
use the system.

» [tisfair to say that One Stop Shop, Building Licensing, Correspondence Archiv ing, and
Marketing are the only entities that actually use the MIS capabilities — probably because it
isnew (our opinion isthat Directorates should have been this “slow period” to be much
more pro-active,) but without a“workflow” it is difficult to define “use.” Marketing is
aware of resources that could be entered into the database/workflow and used to great
advantage, but has not done this because (we think) it is “too close” to Selling.

The Services Group Page 8



USAID PRIZIM Project PIEFZA ISO Capabilities Audit

= During the current “slow period” we would have expected that every functional group
would have spent their time “loading” the database in MIS so that when things pick-up,
they are competent users with a proven (or ready to be proven) series of interconnected
work -flows.

» The new software that allows “an issue to remain open until the issue owner closesit” is
very clever but as of thisreport, not enabled. Like al other applications related to MIS, it
will be afew months before its value is known, but the idea is very sophisticated and
makes sense technically and operationally.

* The internal memo means (peer-to-peer or colleague-to-colleague) on the intranet will not
be available for some time. However, it has the possibility of reducing cycle times and at
the same time increasing group (shared) knowledge.

» PIEFZA’s seemingly expensive and punitive agreement with their Internet Service
Provider (1SP) restricts Intranet use to from 8-10 am and from Noon to 1400.

With regard to SO 9001:2000: Information Technology Operationsis not an SO Process.
What is required is a documented method of backing-up data. Thisisin place, therefore this
Directorate isin general compliance with the standard. We have observed appropriate
documentation of failures/fixes.

Information Technology Oper ations Suggestionsfor | mprovement:

» The suggestion is actually for the Directorates: Get al your data into the MIS system and
do it now. The Directorates need to be told in the clearest terms: “do not be found on the
wrong side of thisissue.”

The Web Site Current Situation:

» TheWeb Siteis not updated. It is dormant. While it is newly built, it still needs
continuous updating. New information is available and should be loaded.

= Thereisno “update schedule’ to which the Directorates must respond.

» There are many “buttons’ which are empty.

= This activity is negatively impacted by the ISP agreement.

With regard to SO 9001:2000: Web -Site Operationsis not an 1 SO Process unless the
organization (PIEFZA) was an Internet Service Provider or a Website Design company.

The Web Site Suggestions for | mprovement:

» The suggestion is actualy for the Directorates: Get all your data into the Website and do
it now.

Communications Ar chival Current Situation:

= [tisatrue culture shock for useto see such astrict “chain-of-custody” methodology —this
isusually reserved for specialized industries such asMedica Implants or Environmental
Remediation world, where risks are much higher. Even the Germans gave up on this
approach a decade ago!

= Almost all correspondence goes to/through the Director General. This processis far too
convoluted to describe in text (see flowchart).
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= The“incomingfiles’ and the “outgoing files’ are totally separate and, even worse,
separated by Ministry, Tennant/Investor — etc. If onewants to “follow an issue” one has
to research file-to-file without knowing how the last document was categorized.

» Understanding of a single issue through areview of the correspondence can be very
difficult.

= Thereisno “Controlled Change Process’ for procedures because there were no
procedures.

With regard to 1SO 9001:2000: The “process records retention” criteria are not met because
there have been no Processes. The Correspondence Records are kept, and except for a
“revision number” system, the requirements of the standard regarding correspondence are
generally met. Regarding “Process Document Control” — the standard is wholly not met.

Communications Archival Suggestionsfor I mprovement:

= |f thisisacultural issue, we have no suggestions.

= |If thiswere an operational preference issue, the Director General would need to test the
value of increasing his reliance on the competence of his people and being less centra to
all correspondence.

» The"Issue open/Issue Closed” proposed MIS solution would be agreat help if it were
viable and would actually be used (v. available but unused.)

Project Planning and Engineering Current Situation:

= Very competent and knowledgeabl e regarding taking Projects through the World Bank
Process without problems.

* The Processis highly developed — they only need to capture it as classic “ Project
Management” Phaseby-Phase.

= What they do is prepare the base knowledge so that if a new project were to be approved
(or amajor development at GIE) and then, assist in hiring a consultancy who performs
feasibility studies, names the developer and oversees construction. The bulk of their work
is“up front.”

With regard to 1SO 9001:2000: The “Quality Planning Process’ criteria are generally met
now and this “process’ seems to generally comply with the standard “verbally”, but needs to
be elevated to “ documented process’ with the completion of the consultant-provided “ Project
Development Cycle Matrix” or any other means Engineering might feel more appropriate.

Project Planning and Engineering Suggestionsfor | mprovement:

= |tistruethat there isinsufficient work to do these days, and the danger of “shutting-down
for aperiod” isthat you might not be able to return to this level of competency easily with
new people later.

* The best way to demonstrate “ Project Management Competence” isto start down the road
of atrue documented process.

= Engineering needs to begin immediately to, as appropriate, use the MIS workflow process
and enter their data into the system.
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Consultant Evaluation and Engagement (thisisalmost identical to “ Service and
Contractor Evaluation and Engagement” - classic “ Supplier Qualification.”) Current
Situation:

= Thisisawell-developed mental process and the participants did agood job of creating a
draft flowchart in advance.
= Thisprocess does not currently use the services/advantages of MIS.

With regard to 1SO 9001:2000: Now that this process is documented [see flowchart], it
generaly complies with the standard .

Consultant Evaluation and Engagement Suggestionsfor Improvement:
= Begin to use the MIS System and help develop a workflow.

Sdlection and Qualification of Service Provider ss‘Contractors Current Situation:

= Thisisawell-developed mental process and the participants did agood job of creating a
draft flowchart in advance.
» This process does not currently use the services/advantages of MIS.

With regard to 1SO 9001:2000: Now that this processis documented [see flowchart], it
complies with the standard.

Selection and Qualification of Service Provider sContractors Suggestionsfor
Improvement:

= Begin to use the MIS System and help develop a workflow.

Site Operations and Export/Import Operations Current Situation:

» Investor Services and Permitting works for Operations (!)

» The Operations Directorate gathers the data regarding labor-hours, facilities usage and
import/export data and provides that to Investor Services and Permitting for data entry (!).

» Thisdataisreviewed again on an annual basisto look for trends that may be of use to the
Director General, PIEDCO, or other Directorates.

» Site Operations also is the go-between with the City for Tennant/Investor water,
electricity and telephone lines.

= Site Operations is the principle Directorate in initiating the Isragli Permit and Visa
Processes.

With regard to SO 9001:2000: This process, with the “real-time’ changes [providing a
documented process| made during the audit process— generally complies with the standard.

Site Operations and Export/Import Oper ations Suggestions for improvement:

= |SP needsto be part of the “governance’ level of PIEFZA, not the “ operations’ level. ISP
pushes paper and Customer Satisfaction in the front-end of the Tennant/Investor process.
Operations should push paper and Customer Satisfaction “after the fact.” PIEFZA needs
only one ISP — but needs an Operations Directorate at each |IE/FZ.
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= Asamatter of redlity, the Isragli “export” side is such a disaster that even PIEDCO does
not feel it isfair to prospective Tennant/Investors to “sell” t them. The Export Process,
by definition, fails to deliver on the “basic promises’ of PIEFZA and PIPA.

= Site Operations should enter al the various data directly into MIS instead of having ISP
doit. Thisisaterrible waste of talent and money.

= |SPshould take the Israeli Permit issues to the Ministry level instead of Site Operations.

I ncentives Planning Process Current Situation:

= This process receives requests from all concerned parties— PIEFZA, PIEDCO, Israel, and
the Tennant/Investors.

= The PIEFZA Board of Directors approves all Incentives except those originally granted
by Law (which are available to all Tennant/Investors.)

» Thetrack record is excellent regarding having PADICO, Palestinian Ministries and the
Israelis approve Incentives.

With regard to SO 9001:2000: This processis not required by ISO, but if it were, the
“capture documents’ (capture of Incentives Requests, Minutes of Meetings, and Board of
Director’ s responses) would need tightening-up. Otherwise, this generally complies with the
intent of the standard now that it is documented (see flowchart).

I ncentives Planning Process Suggestionsfor | mprovement:

= Tighten-up the capture documents related to Incentives Requests, Minutes of Meetings,
and Board of Director’s responses.

» The documentation related to “Israeli Refusals’ of Incentive Requests should be analyzed
formally so that a strategy might evolve from the history pattern of refusals. Maybe
nothing could be learned, but even 1SO requires “learning from experience.”

Developing Feesand Rates Current Situation:

» Inthis process Directorates (or the Director General) receives requests for Rate and Fee
information from all concerned parties — PIEFZA, PIEDCO, and the Tennant/Investors.

* The Directorates perform a study to determine the basis for the Fees and Rates, forwards
that to the DG and thence to the PIEFZA Board of Directors.

With regard to SO 9001:2000: This processis not required by 1SO, but if it were, it generally
complies with the standard now that it is documented (see flowchart).

Developing Feesand RatesProcess Suggestionsfor | mprovement:

= No recommendations — this process is adequate.

M aintenance (off-site water treatment and power) Current Situation:

= Thereisno daily, weekly, or monthly check-sheet system even to cature “ observed data”
meter (e.g. pressure and flow) readings or “ observed condition” of items like belts and

consumables. A memo format is used so the datathat is captured is inconsistent and
insufficiently detailed to take all necessary and subsequent actions.
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» Thereisno “maintenance form” so the data that is captured is inconsistent and
insufficiently detailed to take all necessary and subsequent actions.

» Thereisno schedule that is based on actual experience. All maintenance is done
according to the origina equipment manufacturer’s manuals.

= Without a “maintenance form,” information about the tools used, the consumables used,
and the parts -used is unstructured and cannot be used to predict equipment failure.

= The process owner has agreat deal of experience with presumed-good operating units of
well-good companies so we were surprised that he has no system in place to predict
equipment failure nor to ensure “checks’ were made and worst — “actua readings’ of
feedback meters of al typesis not captured in any form.

With regard to SO 9001:2000: This process, with the “real-time” changes [a documented
process v. steps — and other changes) —made during the audit process till does not comply
with the standard principally due to lack of “capture documents’ and “necessary and
subsequent activities based on hard data” — without hard data you cannot demonstrate that
you are learning from expeience, a.k.a. documented cases of continuous improvement

Operations M aintenance Suggestions for | mprovement:

* |Immediate introduction of structured capture documents for “checks’ and another for
actual maintenance done.

= Commence gathering data from those capture documents and analyzing that data for
trends and savings.

Building and Licensing Current Situation:

= Thereisno building so no licensing is needed although construction may start onthe 2™
& 3% phase at any time — even while the GIE is not producing new Tennant/Investors,

= However, the flowchart one of the people prepared demonstrates that the process is very
well understood. The person even made aversion of the process “from the
Tennant/Investor View”- surprisingly good.

With regard to SO 9001:2000: This Process complies with the standard as soon as the record
retention aspects are added to the flowchart.

Purchasing Current Situation:
* There are no issues with purchasing itself.
* The committee that names new suppliers does not always include technical competence.

(Thisis not a current major issue except to the persons involved — the system works now.)

With regard to SO 9001:2000: This Process generally complies with the standard as soon as
the record retention aspects are included.

Purchasing Suggestions for | mprovement

= Perhapsthe Technical Directorate personnel should be in charge of buying “anything
technical” or any “technical service’.
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Human Resour ces Current Situation:

» Thereisno record of “actual processtraining.” Even though, like any other company,
there are “how we do it” training opportunities.

» People are expected to hav e each and every skill required upon hiring, and in fact the
written process (PA Process) does not formally (documented) allow for hiring the best
people, only the people with the best CV in the specific core technical areas.

= During “performance reviews’ training for career path is unknown.

With regard to 1SO 9001:2000: This Process generally complies with the standard except that
the requirement for “periodic training needs assessment and plan”.

Human Resour ces Suggestionsfor | mprovement:

= Longterm improvement would be to formally change the current PA process to state, for
example: “Nothing herein is to block hiring the best possible candidate after taking into
account all applicants’ total capabilities.”

= |nitiate“Periodic Training Needs Assessments’ — including career path enhancement.

Finance Current Situation:

= Thisisnot an SO Process, but in any event, the process seems to work to standard
practice.

With regard to SO 9001:2000: Finance is outside the bounds of 1SO. However, on its merits,
this process generally complies with the precepts of the standard.

Security — The contract says PIEDCO does this — but PIEFZA isdoing it.
Receiving/War ehouse — This seems to be a norrissue from conversations held — it is only for

“office purchases’ and “maintenance fittings” and appearsto generally comply with the
standard except of course, it is not documented.

Control of Customer Owned Material — PIEFZA does not do this, and so this would be
“exclusionto 1SO.” — see site operations import/export.
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lll. Missing ISO Clause Requirements

(Quality Manual) — There is no Quality Manual because there were (almost) no Processes. A
Quality Manual may now be written, but other priorities are now more important.

(Management Responsibility [Management Review]) — There is no Management Review
Meeting to review the following:

* FOLLOW-UPACTIONS FROM EARLIER MANAGEMENT REVIEWS

» PROCESS PERFORMANCE

* CUSTOMERFEEDBACK

= STATUSOFPREVENTIVE AND CORRECTIVEACTION

PLANNED CHANGES THAT COULD AFFECT THE QMS

RECOMMENDATIONS FOR IMPROVEMENTS

PROCESS RELATED IMPROVEMENTS TO MEET CUSTOMER REQUIREMENTS
RESOURCE NEEDS IDENTIFIED

= ADEQUACY AND EFFECTIVENESS OF THE SYSTEMS

and for each item above:

WHAT ARE YOU MEASURING,

HOW ARE YOU MEASURING IT,

WHERE ARE YOU GOING THISYEAR,
WHERE ARE YOU TODAY,

AND A CONTINUOUS IMPROVEMENT CASE.

(Quality System Structure[master list of documents]) — There is no master list because
there were no processes.

(ISO Internal Auditing) — With (formerly) no procedures to audit, auditing to the
requirements of the standard is not possible. The consultant believes that initiating an 1SO
Internal Audit process would only further frustrate theorganization, and should not be put in
place at this time. There are far more pressing issues.

(Control of Process Records/Documents [I SO Document Control]) — PIEFZA did not
have Procedures, so with the exception of “capture documents” (generally not used) there
was nothing to control. There needs to be a Process Documentation procedure.

(1SO Required Key Process | nteractions) The “Processes Required to result in the

Products’ is not what SO wants, A flowchart (or other documents) with the key process, the
support processes and interactions — the relationshi ps between the processes — and their
inputs and outputs is required.

(1SO “Non-Conformity” Process)“Non-Conformity” includes “situations’ aswell as1SO’s
original intent: Non-Conforming Product. Thiswould include such things as receiving the
wrong parts for a Reverse Osmosis Machine, taking action on the wrong revision of an
agreement, and taking action to require a consultant or contractor to correct a situation.
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(ISO Calibration) Thisincludes any monitoring or measuring instrument used for, for
example, ensuring that water pressure and flow, electrical currentand voltage are “as
required” to provide the promised services. Thisisasmall but required activity for PIEFZA.

(ISO Quality Planning) This Clauseis fully and properly responded to by all of the planning
and permitting activities and does not need to be a separate process.

(ISO Quality Policy) There needsto be a statement by the Board and the Director Genera
that tells all employees and “customers’ what the value system is at PIEFZA. The example
below is typical, and very good:

It is the policy and the commitment of the
Management and Employees of PIEFZA that we:
= Maintain excellence in the quality of IE/FZ’s
= Maintain high integrity and good relations with regard to:
Ministries
Developers
Consultants
Tennant/Investors
Neighboring communities and nations

= Develop appropriate Employee skills and foster acommitment to competence.

= Ensure continuous improvement through the establishment, measurement, and review of
our Management System.
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IV. Detailed Process Descriptions in Flowchart Form
The following Processes are included in detailed flowchart form:

=  PIEFZA Process Matrix

*  Project Planning and Implementation Cycle
Tenant/Investor Service Facilitation
Customs and Tax Process

Export-Import Operations

Permitting Process for Tenant/Investors
Permitting Process for Developers

Post Environmental Approval Process
Correspondence Chain of Custody

Project Management

Quadlification and Procurement for Consultants
Qualification and Procurement for Services
Site Operations

Creating Incentives

Developing Fees and Rates

Off-Site Facilities Maintenance

Off-Site Operations

Purchasing Process

= Site Promotion, Targeting, and Marketing

= Customer Requirements Capture Document

Each Process Flowchart contains;

» Linksto al related processes

= Proposed metrics to measure the effectiveness of that process
= All forms and other documents related to that process

= All Process Records related to that process

= ldentification of the Process Owner and Revision Status
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PIEFZA Processes Matrix

Deliverable/" Product” (Legally Mandated) 1st Process 2nd Process 3rd Process 4th Process 5th Process 6th Process 7th Process Result N/Yr
1. The preparation of a comprehensive general IE/FZ Law Review |Policy Regulations IE/FZ Laws/ 1
policy for the establishment and development of | Process Recommendation  |Recommendation Policies/
industrial estates and industrial free zonesin Process Process Regulations Up-
2. Submission of proposals, plans and Strategic IE/FZ 1
recommendations to the Council of Ministers Development
regarding the establishment, devel opment and Proposal Submitted
management of any industrial estate or industrial Annually
free zonein Palestine.
3. Review of applications related to the IE/FZ Application Individual 1E/FZ 1
establishment of industrial estate/industrial free | Process Development
zones for industrial projects and submission to the Proposal Submitted
Council of Ministers of its recommendations. Annually
4. The granting of Industrial Estate/Industrial Free |Marketing Palestine | (Investor Developer/Investor |(Environment (Technical Permit | (Company (Investor Certificate New Tenant/
Zone Certificates to qualifying investors. |E/FZ Process Application Agreement Permit Process) Process) Registration Granted) Investor Created
(Promotion & Process) Assistance Process Assistance Process)
Marketing)
5. Development of industrial estates/industrial free|(IE/FZ Planning |E/FZ Site Leaseholder/Develo |Off-Site Off-Site On-Site Off-Site Construction | New |E/FZ Created| <1
zones, directly or through developers. Process) Engineering Survey |per Concession Infrastructure Infrastructure Infrastructure Plan | Monitoring Process
Process Agreement Process |Funding Agreement |Planning and Approval Process (Contract
(supplier/contractor |Process Implementation (bids & proposals) | Management)
Quialification) Process
6. Preparation of [incentives] plans and programs |Incentives Planning |Investment Customs |Property Non- Businessman ID Export/Import Marketing Palestine |Freedom of Money ~ |Number of Investors|
related to the development and growth of Process (Creating |and Tax Confiscation Card (BMC) Facilitation Process ||E/FZ Process Transfer Process Increases Annually
industrial estates/industrial free zones. Incentives) Classification Process Process (Customer | (Customer Service) |(marketing, Investor
Confirmation Service) targeting and site
(customs & Tax promotion)
process)
7. Establishment of public facilitiesrequiredby  |See 5.5 (Record Control) Public Facilities
theindustrial estates/industrial free zones, directly |(Maintenance Established for
or by athird party. operations) IE/FZ
8. Determination of fees and collection Cost Analysis Price Setting (billing & Collections and Fees/ Collections 1
stipulations for services provided by PIEFZA to  |Process Process Invoicing) Agreement Analysis Determined and Up-
industrial estates/industrial free zones, in (Developing Fees & Process Dated Annually
accordance with the law. Prices)
9. Subscription of contracts and agreements, and | IE/FZ Planning Proposal Donor Negotiation |Funds Accounting |Funds Performance New/Renewed
acceptance of subsidies and donationsin Process Preperation Process |Process Report Process Report Process Funding Sources
accordance with the provisions described.
10. Approval of the annual public budget of Operating Expenses |Budget Request PIEFZA Annual 1
PIEFZA and submission to the appropriate and Efficiency Process Public Budget
authorities for ratification. Trends Analysis Approved
Process
11. Selection of developers and subscription of (Application (Environment Developer New Developer
contracts with them. Process) Permit Process) Certificate Issued Created
12. Control the performance and development of |IE/FZ Performance |Site Operations Annua Operations | Annua (Correspondenec |E/FZ Performance
industrial estates/free industrial zones and publish |Review Process Review Process Permit Process Performance Report Archival) Improves Annualy
pertinent reports. (IE/FZ site (Operation Permit) |Process
operations)
13. Subscription of local and regional agreements |Current Agreements|Potential Benefits  |New/Modified Local/ Regiona 1
with respect to any of theissuesidentified in this |Review Process and Opportunities | Agreement Process Agreements Up-
law. Review Process Dated Annually

Note: (****) are existing processes




Project Planning and Implementation Cycle
730-01-02
Program Name;(

PHASE 1 PHASE 2 PHASE 3 PHASE 4 PHASE 5 PHASE 6
New Site Planning or, Site Selection and Developer Selection and Final Design, Construction Phase Post Construction
Major Modificationsto Feasibility Study Engagement Agreements Phase

Existing Site and Permits
DesignIn Design-Out Design Verification Design Validation
Phase Exit Criteria
FEASIBILITY
General General General General | General

Market Requirements Binder
(a controlled table of contents incl:
eg.
- Competitive Literature and
News Articles
- Internal Rate of Return
- Footprint
- IE\FZs Features
- Cost/Price Target Site
- Tennant/Investor Costs
- Site Features
- Market Data/Statistics

I:l Sales Ready Date

D Groundbreaking Date
I:l Available for Occupancy
Date

D Site Description

Technical Directorate

Preliminary Engineering Study
(cost estimates, infrastructure,
preliminary master plan

Engineering Study
infrastructure requirements)
t’ Identification of Specific
Technology, if any — related to
targeted industries grouped by
category, e.g. textile, chemical,
manufacturing

I:l Preliminary Engineering
Report

I:, PIEFZA Approval

I:l PNA Approval

CONTROL METHOD

I:, Funding Institution
IApproval

Project Plan/Schedule

Resource Provision

Funders

Technical Directorate
Guidance to Consultants

Guidance to Permits
Guidance for Regulatory
Applications
Infrastructure Deliv. 1
D Infrastructure Deliv. 2
D Consultant Deliverable 1
Consultant Deliverable 2
Consultant Deliverable 3
I:, Consultant Deliverable 4

Sales
Sales Deliverable 1

I:' Sales Deliverable 2
D Sales Deliverable 3

Developer Selection
Developer Requirements

I:l Developer Short List
6666
6666

Marketin
Marketing Deliverable 1

Marketing Deliverable 2
Marketing Deliverable 3

I:' PIEFZA Approval

D PNA Approval

CONTROL METHOD

I:' Funding Institution
Approval

Submit Report(s) requested by D

:I Project Plan/Schedule

Resource Provision

Submit Report(s) requested by
Funders

Marketing
Marketing Deliverable 1

Marketing Deliverable 2
Marketing Deliverable 3

Sales

I:' Sales Deliverable 1
D Sales Deliverable 2
D Sdes Deliverable 3

Technical Directorate
Guidance to Consultants
D Guidance to Permits
I:' Guidance for Regulatory
Applications
Infrastructure Deliv. 1
Infrastructure Deliv. 2
Consultant Deliverable 1
I:' Consultant Deliverable 2
D Consultant Deliverable 3
I:l Consultant Deliverable 4

Developer Selection

Negotiate Agreement with
Developer

6666
I:' 6666

lActivity
6666
D 6666

I:' PIEFZA Approval

D PNA Approval

CONTROL METHOD

I:l Funding Institution
Approval

I:' Project Plan/Schedule

Resource Provision

D Submit Report(s) requested by
Funders

Marketing
Marketing Deliverable 1

Marketing Deliverable 2
Marketing Deliverable 3

Sales

I:' Sales Deliverable 1
D Sales Deliverable 2
D Sdes Deliverable 3

Technical Directorate
Guidance to Consultants
D Guidance to Permits
I:' Guidance for Regulatory
Applications
Infrastructure Deliv. 1
Infrastructure Deliv. 2
Consultant Deliverable 1
I:' Consultant Deliverable 2
D Consultant Deliverable 3
I:' Consultant Deliverable 4
Activity
6666
6666
D 6666
6666

I:' PIEFZA Approval

D PNA Approval

CONTROL METHOD

I:' Funding Institution
Approval

I:l Project Plan/Schedule
D L essons L ear ned

Resource Provision

Submit Report(s) requested by
Funders

Marketini
Marketing Deliverable 1

I:l Marketing Deliverable 2
D Marketing Deliverable 3

Sales
Sales Deliverable 1
I:l Sales Deliverable 2
Sales Deliverable 3

Technical Directorate
Guidance to Consultants

Guidance to Permits
Guidance for Regulatory
Applications
Infrastructure Deliv. 1
I:, Infrastructure Deliv. 2
I:l Consultant Deliverable 1
Consultant Deliverable 2
Consultant Deliverable 3
I:, Consultant Deliverable 4

JActivit

L] eeee
I:' 6666
D 6666

I:l PIEFZA Approval

I:, PNA Approval

CONTROL METHOD

I:l Funding Institution Approval
Approval

Marketing
Marketing Deliverable 1

I:l Marketing Deliverable 2
D Marketing Deliverable 3

Sales

D Sales Deliverable 1
I:l Sales Deliverable 2
D Sales Deliverable 3

Technical Directorate

Guidance to Consultants
Guidance to Permits
D Guidance for Regulatory
Applications
Infrastructure Deliv. 1
I:, Infrastructure Deliv. 2
I:l Consultant Deliverable 1
Consultant Deliverable 2
Consultant Deliverable 3
I:, Consultant Deliverable 4

JActivit

L] eeee
I:' 6666
I:’ 6666

Phase Definitions

An analysis on “what’s going on
in the marketplace —which niche
are we identifying?

Develop and Approve
The Business Case
Market Requirements Document

The MRD is picked-up by
Mechanica Engineering and as the
specifications are developed, those
specifications are used to drive all
other activities in each phase.

Prototypes are tested internally to
the Alpha Plan driven by
Engineering/Quality, and then
externally according to the Beta
Plan driven by Marketing —
resulting in the Alpha Report and
the Beta Report that drive
corrective actions and continuous
improvement.

Develop the processes and
procedures that allow the
verification of Administrative
Processes e.g. Order Entry,
Manufacturing processes, and the
development/implementaion of the
Customer training process.

Customer Training . . . .
Product Launch . . . .
Staging/First Customer Ship
(FCS)

process - -
Customer Feedback
“Service Support” feedback —
“Maintenance Releases”
Field Failure Anayses

Work with the Customers to ensure a

and provide for continuing support for
the existing product.

Continuous Improvement as an on-going

smooth migration to the “ new product”

Product Planning

NokialPRG
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\
ONE STOP SHOP
C )

Permits and Visa’s, Registration/
Commercial Records, and Customs Issues,
Requests for Subsidies

2

/Facilities Issues™,
{received directly by}
‘_ Operations ./

ISP
Directorate

Permitting (initial

Applications)

Whoever receives input Permitti
contact person Maintenance ermitting
transfers (telephone) or No Tennant/Investor 751.0X PIEDCO Process
refers (personal contact) Eacilitation? 72301
Tennant to T/I Facilitation

Yes
Voice or Personal Voice or
Referral or transfer Input
to Customer Service NOTE: ISP enters “issues, inputs and
outputs” into MIS “Investor Tracking
Tennangnvestor Documented Input Database” so that the status of _:_nvei'tor
Requirements v Tennant/Investor Issues and racking
Capture — Applications can be known and Database
721-02-01 T/l Facilitation captures T/1 Eacilitation review the tracked through various query reports y
the conversation on the ——input and determine initial
XS " Requirements Capture P ¢ acti
[= Document course of action Record
Record
Appropriate
Application Form(s)
721-02-0XXX L
vy A

A Tennant/Investor
may contact the
Operations Directorate

Registration and Commercial Records
Issues

\/\ :Eé Permit Issues

(e.g.: Israel-related

Record Permits, and Visa's) (oD) (e.g. New Company Registration, and Customs Issues
Request Letter * Commercial Record for “branches”)
Dﬁgcntg? Gb)értlgsal Operations Director assists in the v 3
completion of the form(s), checks-out T/ Facilitation reviews request to A4
w the information, approves and stamps - ensure the necessary information is Customs
then sends to DG for signature > correctly reported and that the Process
‘ No-Ti information is complete 751-0X
. Facilitation
Approved Forms and Letter given to ISP obtains additional
v . !
P ; information from T/I ——
T/l Facilitation reviews documents to omplete and Includes validating
ensure the necessary information is «—Not Yet Accurate? the “requestor” as
correctly reported and that the being authorized
information is complete
Complete and Accurate
h 4
; Includes validating . T/l Facilitation typically
No-T/ Not omplete an the "requestor” as issues a letter to the Subject
Facilitation Yet Accurate? : . Ut fering to th
btal being authorized Instlyut'lon refering to the
obtains existing Agreements
additional
information \'(es NOTE: ISP enters “issues, inputs
from OD Approved T/I Facillitation sends _?nd (k’,”tp‘gst |rt1)to MIS 'tr;]"ets‘ttr?r
Application || letter to the Minister of The approved racking batabase” so that the

Industry and Trade, who Permit(s) are returned status of TennanUInvestor Issues
. and Applications can be known

sends-on to Ministry of through the same d ked th h vari
Signed Civil Affairs, who works channels and tracked t rOUQrt various query
Request Letter| | with Israeli Institutions Yves reports
\/\ T/I brings the Registration and

Validated
Document(s)

Tennant/Investor File
> maintained by
Facilitation

Commercial Records to T/I
Facilitation who places them in
their T/l File

Record

Yes ¢

T/I Facilitation gives the Validated
Permit to the Operations Directorate

A who passes-on Permit to the Tennant/|
7 Investor
Controlled

ccepted by
Institution?

@I‘OCESS Measurement |

Letters rejected by
Institutions for being
incomplete or in error

Validated

Permit Records Retention

PIEFZA Document
721-02 Rev.0 . . .
- Tennant/Investor Service Facillitation Page 1of 1
Process Owner: Mahmoud Erhim Tennant-lnvesFt,or Facilitation




Factory Floor Plan
Layout

\/\

Industrial Estates

Customer and Taxes
Facilitation Department

Certificate

Equipment List

\/\

Record

Customs provides CTFD with
updated Classifications

From “A”

Committe

make notes of
observations on their
respective documents in

real-time

PIEFZA

on Page 2

Invoices for all
Equipment and
Improvements

\/\

Customs
Classifications

»
(CTFD)receives all
required documents

4

CTFD assembles IEC meeting
within 3 days of receiving all of the
above documents

4
CTFD clasifies all types of
expenses claims and evaluates for
proper classification and values and
gives Recommended Classifications
to the IEC

e Members

Each member of the Incentives Executive
Committee (IEC) assumes responsibility

for checking some aspect of the listing
entered into the MIS - the committed
goes to the site as a group

ata Correct as

provided?

No, or
Not Yet
A 4

The members make notations on
their own documents regarding
discrepancies found

GoTo

"\Page 2

- IEC = Incentives Executive Committee
-CTFD

- Customs Directorate

- Income Tax Directorate

- Site Operations Manager

For example, a member will go to the site and

check that the floor plan layout is correct in
reporting the precise equipment is actually
installed in a certain place. Another member

will check the invoices, et cetera.

This may be an iterative process, there
may be several visits until the list
matched the physical realities

723-03 Rev.0

Process Owner: Sa'ad Baraka

Customs and Tax Process

Page 1 of 2

Customs and Tax Process Qll.vsd




From
Page 1

Equipment and Invoices match the Floor Plan Layout

v

The Committee calculates the
actual investment observed

The Tennant/Investor has the right to

add equipment until the $100,000
threshold is reached within 6 No. or
months of commencement of & .’

. Not Yet
operations. The Tennant/Investor
must provide an auditable plan to

achieve this

Investment
$100,000?

GoTo “A”
on Page 1

¥es

v

The Committee Members meet and
develop a Letter for the PIEFZA
Director General stating the length The Permitting Directorate provides
| of time for each exemption the Committee the Commencement
category according to the Law on of Operations date
the Encouragement of Investment
in Palestine Article 23

Recommendation
Letter

No, or Law on the
Not Yet Encouragement of
Investment in L
Palestine
The Director General calls a meeting of the Investment
- PIEFZA Director General

Committee to review the recommendations and decide
if the recommendations are appropriate and to ensure
that all members of the Incentives Executive Committee
(IEC) are convinced & contented with the
recpommendations.

- Customs Dept. Ministry of Finance
- Minister of Economy

ecommendation:
Appropriate

Accepted
\ 4

Approved Recommendation sent to the PIEFZA Board
of Directors who make the final decisions regarding
exemptions and through the Director General, submit
the Recommendation to the Customs and Taxes

Facilitation Department

ecommendation
Accepted

~——No, or Not Yet

Yes
 >— y
K CTFD Filesby |, CTFD distributes the decision to the tax and customs
Pi Investor department as well as PIEFZA Offices - end of process
Record
‘ Process Measurement\
X % of Classification
P Recommendations
Record accepted by IEC
PIEFZA
723-03 Rev.0
: Customs and Tax Process Page 2 of 2
Process Owner: Sa'ad Baraka Customs and Tax Process QIll.vsd




Tennant/Invest

Import begins with a verbal input from the

XS Export Invoice
N
Record

Tennant/Investor
Documents

Operations
Directorate (OD)

'

Record

The Exportis on a
“priority” basis by
prior agreement
with Israel and

Palestine

Movement of
Goods Form
751-03-01

OD extracts the I/E Data
and transportation
informaiton

4

OD, GIE Security and
Palestinian Security sign
the Original Movement of
Goods Form and give to

the Driver

4

Export Import i
Includes the name of the Movement of OD enters the information
Goods Form

driver, type of vehicle,
dates, etc.

OD makes a copy
which will be retained
to produce the
Summary Report at
the end of the month
so that MIS can enter
the data

The Driver takes the Form to the
“GIE Gate Out” where Palestinian
Security makes a copy for the
Israeli’'s and allows the driver to to

the Israeli side.

751-03-01

Monthly
Customs

Report

on the Movement of
Goods Form

A

OD gives a copy to the
Tennant/Investor that
allows the goods to enter
PIEFZA

A

OD receives the Monthly
Customs Report from
Customs so the data can
be used to compare with
the Movement of Goods
Reports

Thisis a
continuously
updated “log”
of Exports

and Imports

Monthly MIS
Report

Rl

Yes

A 4

Match?

Not Yet
\ 4

OD changes the Data on
the Movement of Goods
Reports

Monthly, OD takes the reconciled Movement of Goods
Reports (Export and Import,) makes a file copy and

gives the forms to MIS for data entry

Ex/Im
Summary

v

OD places the Customer
Reports and the
Movement of Goods
Forms in OD files

v

Monthly Movement of
Goods File by Day/
by Month

OD files the Monthly

P

Reports as received

A

A 4
End of Cycle

Record
PIEFZA

Trend Analysis|

Annually, the OD Director reviews

the Log and looks for trends which

would be of interest to the General
Director or to other Directorates

The Import is on a
“priority” basis by prior
agreement with Israel
and Palestine

OD makes a copy which
will be retained to
produce the Summary
Report at the end of the
month so that MIS can
enter the data

The data comes
from the Tennant/
Investors and is
subject to error from
that side.

751-03 rEV.0

Ajaw

Process Owner: Mousa'ed Said Abu

Export-Import Operations

Export-Import Operations Qll.vsd
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Investor’s Services . .
- The Promotion Directorate has sent laws,
. Investor and Permitting (ISP) .
Promotions? . . ) regulations, and brochures to Investor and
wishes to receives input from N .
722-01 . ) the Investor has indicated a willingness to
Invest Promotion Directorate .
. - invest
in regular meeting
“ . . Financial Department gives Investor a . .
The “Applicant Data” and tiall leted it for the $200 The Bank stamps the receipt which the
the payment of the fee is paria’y compietect receipt for ine —— Investor returns to ISP as evidence of
entered into MIS Application Fee and directs the Investor to d it
deposit the money in the specified bank eposit.
Application
Hard Copy Form < ISP gives the Investor an Application Form
723-01-01
Investor returns the completed
Application signed by the Investor The Investor chooses the Legal Advisor, who
and the Legal Advisor of the Investor's signs the Commitment
choice to ISP
ISP Director reviews the
application for completeness
) and accuracy
NOTE: ISP enters “inputs Not Yet
and outputs” into MIS ’
“Investor Tracking . J
Database” so that the Investor Préce
status of Applications can omplete an Tracking Record

be known and tracked
through various query
reports

Record

-

Initial Letter of
Recommendation
723-01-0X

Record

Accurate?

Yes

v Y

ISP Director classifies Tennant/Investor
applications as A,B, or C and enters in
MIS

ISP Technical Officer issues a “Initial
Letter of Recommendation” to the
Tennant/Investor's Company so that they
may register the company initially with th
GIE. Typically, the Company begins this
process immediately

“No Objection
Letter”

v

723-01-0X
Record

Tennant/
Investor

PIEFZA issues a “No
Objection Letter” (See NOTE)
to the specified Developer who
negotiates a contract
agreement with the Tennant/
Investor.

A PIEDCO Document}

Contract

P

Record

Typically, the Director General and, if
necessary, the responsible Minister
meets with the Developer and attempts|
to resolve the issues

No, or
Not Yet

Satisfactory

Classifications are:

- “A” - Clean Industries e.g. Garment

- “B” - Needs Initial Environmental Evaluation Study,
e.g. Electrical Assembly

- “C” - Needs Environmental Impact Assessment
NOTE: If the classification is “B or C,” the
Prospective Tennant/Investor must agree in writing
to effective treatments in order to receive a “No
Objections Letter.”

ISP retains at least one copy of the
“Letter of Recommendation” and the “No
Objection Letter” in the ISP file by
Company Name

The Developer is listed in the
“Approved Supplier List” (ASL)

NOTE: In the Permitting Process, the ISP Technical Officer
issued a “Letter of Recommendation” to the Tennant/
Investor's Company so that they may register the company
with the GIE within 7-28 days of Environmental Approval.
Typically, the Company began this process immediately

Agreed - take EQA Actions based on as A,B, or C

PIEFZA

GoTo Page
2

723-01 Rev.0

Process Owner: Mahmud Erhim

Permitting Process for Tennant/Investors

Page 1 of 2
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From
Page 1

|
g

‘ v
ISP submits PIEFZA's

EQA develops Terms of Reference EQA develops Terms of
ISP Director’s Decision ) (TOR’s) and gives to PIEFA and to Reference (TOR'’s) and gives to
for EQA to approve/make TOR's
O
C

— the Tennant/Investor so the Tennant PIEFA and to the Tennant/
their own Classification of Investor can prepare an Initial Investor so the Tennant
A, B, or C, and complete * Environmental Evaluation (IEE)

led

Investor can prepare an EIA
the appropriate 0
document(s) Document ¢ May be rejected due to ¢
Tennant/Investor submission error or EQA Tennant/Investor

Consultant prepares |IEE may decide to require an Consultant prepares EIA
and submits to EQA for IEE or EIA. If the decision is and submits to EQA for

7 Day , review and “copies and to require an Environmental review and “copies and

Max. X PIEFZA Impact Assessment, GoTo PIEFZA

Cycle Préce Classification “C”

Accepted?

Initial
Environmental
valuation

First Review
“Subsequent Reviews”

Yes NOTE: EQA may decide
The determination

to “Reject the Project” on Yes “Subsequent
is “A” » or after the Second i Reviews”

Review. The Tennant/ «€—— See

>l Investor may appeal to .
Environmental EQA prepares and issues EQA if “M a){ Dg)es Cycle” Note EQA prepares and issues
Record Approval EA (grants Environmental is exceeded L EA (grants Environmental
v Approval) to ISP Approval)
Environmental >
Impact < Environmental Approval
Assessment Record
A 4
ISP gives EA to Tennant/ Copies saved Fx
Investor by ISP
Record
A 4
Post Environmental NOTE: If the Application is
Approval Process . o
determined to be “B” or “C”, the
723-02 )
Tennant/Investor engages their

Consultant to resolve the issues.

If the Application is determined to
@rocess Measurement w be “A” (clean industry) then ISP

acts as facilitator.
% of ISP Classifications
(A,B,C) agreed-to by
EQA

PIEFZA
723-01 Rev.0 ..
- Permitting Process for Tennant/Investors Page 2 of 2
Process Owner: Mahmud Erhim Permitting Process Qi vsd




engages a
Developer

The Consultant

Investor Services
and Permitting (ISP)
receives input from

Director General

| The Developer
needs Permits

The “Applicant Data” and
the payment of the fee is

Financial Department gives Developer a
partially completed receipt for the $2000
Application Fee and directs the Developer to
deposit the money in the specified bank

The Bank stamps the receipt which the
— Developer returns to ISP as evidence of

deposit.

entered into MIS

Application
Form

A

ISP gives the Developer an

Hard Copy

723-0X-01

Application Form

Developer returns the completed

and the Legal Advisor of the

Not Yet

Developer’s choice to ISP

ISP Director reviews the
application for completeness
and accuracy

omplete an

Accurate?

Yes

v

Application signed by the Developer

The Developer chooses the Legal Advisor,

who signs the Commitment

NOTE: ISP enters “inputs
and outputs” into MIS
“Developer Tracking
Database” so that the
status of Applications can
be known and tracked
through various query
reports

Environmental

ISP Director reviews and sends the :
x & Application to the EQA for final approval.| Denial Letter
Record
-
Record
ISP returns the Application to the
Developer with the comments from EQA No, or A ted?
which are on the Environmental Denial Not Yet ceepted:
Letter
Environmental Approval
. . Environmental -
EQA issues Environmental
Approval Form
Approval
Record
A Tg(;?:]?gﬁllgmce:rer ISP Technical Officer A
«4——  grants the Developer ‘
1230x02 Technical Approval P
Record Pp Record
A 4
7.28 ISP Technical Officer issues a “Letter of R Lettercg‘ i ISP retains at least one copy
From Environmental Approval Davs Recommendation” to the Developer so that > ec;’grginog ion of the Letter in the ISP file by
4 they may register the company with the GIE. gt Company Name

GoTo Page
2
PIEFZA
723-0X Rev.0 L
- Permitting Process for Developers Page 1 of 2
Process Owner: Mahmud Erhim Permitting Process—Dev%(l)lp\tlers




D

ISP Developer
File

From
Page 1

Record

D

ISP gives the Developer File to the
PIEFZA Director General who forwards it
to the PIEFZA Board of Directors

Developer File
to the Board

Consultant and Developer work
to resolve issues and re-engage
the process at the step
identified by the Board, the
Director General, or ISP as
appropriate

-

IE/FZ
Developer
Certificate
723-0X-02

A PIEDCO
Document

Copy of Site
Map(s) File

Record

No, or
Not Yet

PIEFZA Board

Approved

ISP issues the Developer an “IE/
FZ Developer Certificate” upon
payment of an $8,000 fee.

v
Building Licensing Department
discusses Site Map(s) and
other requested information
with the Civil Defense and
Ministry of Labor for their

opinions
No, or
Not Yet
‘ Approved?
Approved
v

, IE/FZ
K Operation
Préce Certificate
Record 723-0X-03

A PIEDCO
Document

PIEFZA

ISP issues the Developer an “IE/
FZ Operation Certificate” upon
payment of an $8,000 fee. This

must be renewed yearly

ISP files documents | —|

v

Developer Planning
with PIEFZA Building
Department Oversight

The Certificate is valid forever. The
Bank stamps the receipt which the
Developer returns to ISP as evidence of
deposit.

NOTE: ISP enters “inputs
and outputs” into MIS
“Developer Tracking
Database” so that the
status of Applications can
be known and tracked
through various querry
reports

Developer
Tracking
Database

The Bank stamps the receipt which the
Developer returns to ISP as evidence of
deposit.

Copies saved
by ISP in the
Developer/
Operations File

~

Record

‘ Process Measurement w

% of ISP approved
Applications approved by
The Board, EQA, Civil
Defense, and Labor

723-0X Rev.0

Process Owner: Mahmud Erhim

Permitting Process for Developers

Page 2 of 2

Permitting Process-Developers



X Technical Officer ISP Technical Officer

Pi Opinion Form grants the Tennant/

Record 723-01-0X Investor Technical
N Approval

Permitting
Process
723-01

\
The Environmental Approval
has been received

4

v

Initial Letter of
Recommendation

30 Days

ISP initiates, signs and forwards a Final Lette
of Recommendation, which the Tennant/

723-01-0X

Record

Cycle

Input from Permitting Process

1 Investor takes to the Companies Registry to
formally Register the Company

Registration
Certificate

When the Registration Certificate is completed, the
Tennant/Investor brings the Certificate to ISP for final

review. ISP gives the Investor File to the PIEFZA Director

General who forwards the Investor File to the PIEFZA
Board for approval.

The form contains spaces for the
Technical Officer to write his
opinion as well as “to grant.”

Final Letter of
Recommendation
723-01-0X

NOTE: ISP enters “issues, inputs and outputs”
into MIS “Investor Tracking Database” so that
the status of Tennant/Investor Applications and
Permits can be known and tracked through
various query reports

Typically, the Director General and,
necessary, the responsible Board

and attempts to resolve the issues

IE/FZ Ce

Site Visit
Request

To Civil Defense

Site Visit
Request

To Ministry of Labor

PIEFZA

if
No, or
’ |?
<« Not Vet Approved?
Yes
\ 4

ISP issues the Company an
IE/FZ’s Certificate upon
payment of the $800 fee by
the Company

rtificate

Beginning of

Operation Permit
Process

A 4
The Tennant/Investor begins the Process
of taking over the facility from the
Developer. ISP, on behalf of the Tennant/
Investor requests a visit from the Civil
Defense and Ministry of Labor

v

ISP hosts the Civil Defense and Ministry
of Labor visit to the site. Defense and
Labor write separate reports and give
reports to ISP - who gives them to the

Tennant/Invstor

i

Tennant/Investor responds to the Reports from the Civil
Defense and Ministry of Labor and when corrective
actions have been taken, requests a return visit.

v

ISP hosts the Civil Defense and Ministry of Labor visit
to the site and verify corrective actions

GoTo
Page 2

Due to “Monthly Meeting
Schedule” - however, the Director
General may request an
emergency meeting from the
Board Chairman at any time.

‘Process Measurement w

% of submissions and
issuances on-time

( Process Measurement \

% of ISP
Recommendations
agreed-to by the Board
without changes

Site Visit

Report From Civil Defense

Site Visit

Report To Ministry of Labor

723-02 Rev.0

Process Owner: Mahmoud Erhim

Post Environmental Approval

Page 1 of 2

Post Environmental Approval
Proc

Process




From
Page 1

Civil Defense and Ministry of Labor conduct verification visit

Tennand/Investor
completes further
corrective actions and
requests another visit

Permit

Request
Letters

Operation

No, or
Not Yet

Record

Accepted
v

PIEFZA Director General grants

P the Operation Permit , the T/I A copy of the Permit is retained by Ct()) mgg;y Zrl]les
pays the fess, and the Tennant/ ISP in the Company File Y Namg Y
Investor is free to start work

Permit Renewal Process
(this is not a PIEFZA Process)

;

ISP requests ANNUAL renewal visits
from EQA, Defense and Labor

A copy of the Renewals are

retained by ISP in the Company
File

h 4
Visits conducted, corrective action
taken, and renewals granted and
issued by Defense and Labor

Operations
Permit
—

ISP issues an operations
permit to Investor/Tenant

Renewal
No

NOTE: ISP enters “issues, inputs
and outputs” into MIS “Investor
Tracking Database” so that the

status of Tennant/Investor

Applications and Permits can be

known and tracked through various
query reports

Investor
Tracking

Database Record
PIEFZA
723-02 Rev.0 .
- Post Environmental Approval Process Page 2 of 2
Process Owner: Mahmoud Erhim Post Environmg?(:ilF‘Approval




Whatever
Correspondence

<Any and all written corresponde

arrives at PIEFZA

v

DS

Incoming

v

nWo ask about faxes - is there just one fax?

Archival Person (AP) manually
stamps “Received” and “Date”

If the Director General (DG) is not available for a

Correspondence File

A S—

AP makes a copy of the

Correspondence and files it by
Tennant/Investor or Institution and
gives the Original to the DG

couple of days, the copy still goes into the incoming
file and the Input to DG File, but a copy is sent-on to
the “Addressee.”

Is there a “general file” for Correspondence not related

Input File for

>

v

to a specific Tennant/Investor or Institution?

Director General

document or a sheet attached

thereto and returns to AP

DG reviews the Correspondence and
writes his comments on the

v

Incoming
Correspondence File

AP makes a copy of the Notes/Correspondence
and files it by Tennant/Investor or Institution and
passes on the “Addressee”

v

New Correspondence originat
by a Directorate

@

Addressee signs (as evidence of receipt of
Correspondence) on the back of the
Correspondence and reviews

A

The addressee prepares an original Correspondence
and gives) the original to AP

y

The Addressee gets the mail

4

The addressee prepares a response and returns
the original and the “reply” to AP

v

AP makes a copy of the Correspondence and files it Incoming
by Tennant/Investor or Institution and passes to the » Correspondence |€—
Director General for comment, if any File
G reviews the Correspondence, signs, or writes his comments
and returns to AP who, if there are comments, gives it to the «———New Response—»
Addressee to modify the Reply

and files it by Tennant/Investor or Institution and passes back to

AP makes a copy of the Notes/Correspondence and the Reply,

the Director General for further comment, if any

v

DG reviews the Correspondence, signs the Reply or writes his
comments (if any) on the Reply or a sheet attached thereto and
returns to AP who, if there are comments, gives it to the
Addressee to modify the Reply

w Comments —

Addressee modifies and
returns it to the DG

No (new) comments, DG signs the correspondence

IAP makes a copy of the Correspondence, and files

AP

Incoming

——Comments 4@

No (new) comments, DG signs the correspondence

AP makes a copy of the new Reply and files it by

it by Tennant/Investor or Institution and sends it on
to the DG for signature

;

AP makes a copy of the Final Correspondence and
files it by Tennant/Investor or Institution and
passes copy on the “Addressee”

Correspondence File

o

Incoming

A

Tennant/Investor or Institution and sends it on to
the DG for signature

A
AP makes a copy of the Notes/Correspondence

Correspondence File

and files it by Tennant/Investor or Institution and
passes copy on the “Addressee”

v

The Correspondence is Sent

AP sends the
correspondence

PIEFZA

The Correspondence is Sent

424-01 rEV.0

Process Owner:Mohamed El Falit

Correspondence Chain of Custody

Page 1 of 1

Correspondence Chain of Custody.
QILv.




Record

|e.g. Email memo
H -

Not a Process Record

e.g. Email memo

Data Sheet

Axiom Product Mana%%?grd

Product Management and
Business Unit (BU)
receives notice from
AXTW

Meeting to review N.
American fit

PM/BU receive and review the data
sheets (for advanced marketing,) and
track the "availability" and pricing
information over time

Proj Mgmt. output from on-going
Comm. Capture meetings with AXTW
542-01-01 (capture could be informal
- email)
Project Management
Communication Capture
Designated

Product Manager

and the Business

Unit Head respond
to AXTW

No or
Not Yet

Purchasing enters product data

For example:

- On-going discussions with AXTW by BU and
Product Management

- Part Number notice

- Product Roadmap - a listing of products and
anticipated roll-out dates

-DCN
4 Review for, for example:
PM/BU reviews input and - Does this product affect the North American
may call a Sales Market

- Review pricing, if available
- Anticipated roll-out dates
- Detailed specification if available

The Data Sheet is typically modified in the US for the
North American Market (and is posted on the website,)
and the anticipated availability (sample or series
production) for trade shows is tracked.

On-Going discussions with AXTW will indicate
maintaining committments for, e.g.:

- Trade-Show

- Customer Committments

For example:
-Part Number

into JES so that samples may
be ordered from AXTW

»

- Description
- Price

Test Reports
810-01-01

A

When hardware is received, Tech
Support Group or Applications
Engineering initiates tests. PM/BU

gathers together all of the test software (if
any) to be used to ensure compatibility

May be "advance samples," or "Beta Units" or
"Prototypes," or a finished product.

Typically the tests are comprised of, e.g.:
- Chassis (power supply)
- Board Level Software for Microsoft and Linux

Training
Acknowledgement N>
g 423-01-02 Pr S
Record

P S
Record
Designated
Product Manager NO or Pass
¢~ and the Business ‘7Not Yet compatibility
, Unit Head respond tests?
X to AXTW
Precess Pass
Record \ 4
Data Sheets Tech Support Group or
Applications Engineering notify
\/\ » designated functional groups of
test results and schedules
Test Reports training classes
The Product
GoTo
Page 2
Axiom

Training Classes for, e.g.:

- Sales and Marketing

- Incomming Quality Control (IQC)

- Production (assembly and integration)

- Engineering

- Quality Assurance and Return/Repair (RMA)

421-01 Rev.0 Dec9

Process Owners: Norm Chien

Project Management

Page 1 of 2

Project Management Q.vsd




~

Reviewed for, for example:

- On-Time introductions

- Completeness of introductions

- Completeness of information
from AXTW

- Training issues

- Timeframe (cycle time at AXUS
Capture

Document

See Yaping re: HR Goals

From
Page 1

Tests Passed

)

Marketing releases

This is not an item of ISO focus,

"News Flash"

4

but some details should be
provided to be consistent.

PM/BU Manager checks to
ensure the price is still current

v
End of Cycle

4

Periodically, PM/BU review the
results of the PM Process for
continuous improvement

(Gor \ (Gor
| )\
(Gor \ (G
| J(

Axiom

End of Process

This is not an item of 1ISO focus,

— but some details should be

provided to be consistent.

PM/BU determines if, for
example, the Product Launch
Checklist needs to be revised or
some other aspect of the
Program Management Process
needs improving.

421-01 Rev.0 Dec9

Process Owners: Norm Chien

Project Management

Page 2 of 2

Project Management Q.vsd




Management

The basic TOR is a World
Bank Document that PIEFZA

modifies to fit “this
circumstance”

> Procurement
—» Order —
ecord Procurement Order and
. perhaps a TOR
received by the
echnical Directorate
TOR
TOR Technical Directorate
——® prepares or receives
'Terms of Reference (TOR)

)

Technical Directorate may
have a meeting or send the
TOR to the Requesting

The approvers are typically the
Technical Directorate , the
Requisitioning Department, and
PIEFZA Management and identified

After
Resolution Department for approval additional PNA related Agencies
TOR is returned to the No. or
preparer(s) with - Not ,Ye t Approved?
comments
Yes
h 4
The basic RFP is a Technical Directorate prepares
World Bank Document RFP Request for Proposal (RFP) and
that PIEFZA modifies < « - »
to fit “this request No_ Obje_ctlon Letter
X ) \/\E from the financing agency
circumstance - .
No Objection A
Record Letter FXS
If there are issues raised by the financing agency After receipt of approved “No Record
the project is re-negotiated with the financing | | Objection Letter” the Technical )
agency - and re-approved within PIEFZA prior to re- Department sends RFP to REP K
submission to the financing agency Consultants typically by fax or mail Préce
Record

Approved
Consultants Technical Department or “ h No “Known”
List Procurement reviews the |«-Local Local_or International Known by PIEFZA
) International Consultants? (by )
741-03-02 Approved Consultants List Consultants
Members i
must be Qualified Locil Consultants Known Consultants
registeredin [Technical Department or .
the Procurement sends RFP Technical Department or
Engineering . s : Procurement makes known a
Syndicate in o Sgtnls':jtaﬁz oré Technical Department or “Letter of Interest” in, for
the required Procurement reviews the example, the United Nations
category Approved Consultants List Development Business
L Technical Department or Newspaper or the the World
Bank Publications,
Procureme_nt invitgs Short L_ist < Embassies, etc.
to a Pre-Bid Meeting and Site
Visit
When responses are received, the
Technical Directorate may make a
“pre-qualification judgement”
PIEFZA
741-03 Rev.0 . .
seeessowermaranmsase] Quallification and Procurement for Consultants Page 1 of 2
: Consul luati d
Ola, Baker Thabet Onsupti:;fevma eunalugon a”snd




(ﬂgy

Short List invited to Site Meeting
v
During or after the Meeting, the
Technical Department responds in
writing to Questions raised, if any

v

Short List sends in their
responses to the RFQ

Technical
Response

\/\

Financial
Response

0

‘Process Measurement w

Acceptability of selected
Contractor's
performance

This is a long-term evaluation
based on performance data
gathered by the Technical
Directorate during the life-cycle
of the Contract

-

The Technical Proposal is

sent independently to the

World Bank for approval
prior to sending the
Financial Response

Less then threshold

h 4

Receiving
Committee
Report

The “Receiving Committee” opens the
responses and ensures they are

Receiving Committee also ensures
responses meet all the regulations of

741-04-02

“within the time limit” and that both the
Technical and Financial Responses
are included in two separate envelopes

v

Technical Department and Procurement
evaluate responses and sends
acceptable responses to the QCBS
critera/method of selection or other if
more appropriate

“tendering” of, for example, banks and
other participating agencies, if any

Other Criteria are, for example:
- Quality based
- Single Source

<
Eval.
Committee

Report

v
Acceptable responses are
passed-on to the Evaluation

Evaluation Committee may consist of,
for example:

741-04-03

Committee for approval

Record

A 4

The Evaluation Committee selects the “best
bidder” and requests a “No Objection Letter”
from (typically) the World Bank

Bank sends “N

Objection Letter” back to
the Director General

[¢]

- Technical Department
- Finance
- Requesting Organizing

Objection

If the World Bank “objects” -

it usually is related to a “transparency
issue” or that the choice of the
Evaluation Committee did not reflect
the “best bidder.”

No Objections<__Bank Objects?

v

“Standard

Contract”

Technical Department
negotiates contract with
winning bidder

A World Bank Form

At specified intervals, the Contractor reports
“Performance to Schedule” to the Technical

Department which the Technical

For Example:

- Milestones On-Time

- Responsiveness to Questions

- Payment of their sub-contractors
- Cleanliness of job-site

- Material is what PIEFZA specified

Department uses as an input to MIS as

"Consultant Performance”

Monthly

PIEFZA

Subcontractor
Performance |

-

Record

-

- On-time every day
- Relationship with other Sub-Contractors
- Courtesy to PIEFZA, PIEDCO, and Tennant/
Investors
- Quality of Work
- Acceptability of their Permits
- Accuracy of estimates (financial)

741-03 Rev.0

Process Owner: Ismail Ahmed Abu-EI-
Ola, Baker Thabet

Quallification and Procurement for Consultants

Page 2 of 2

En
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New Minutes or Record

Bids

Procurement
—» Order Pfocurement Order and
onsultant Prepares _— perh_aps aTOR
Bid Documents o received by the
) Jechnical Directorate
Bid Package | |
. Technical Department invites

The Qualification process is the same

as for Consultants - see 741-03

The Committee’s main

purpose is to offer

transparency to the process

Also Known As the Bid
Opening Committee

741-03-02

Approved
Contractors

Checklist
723-04-01

Record A 4

Bidders to visit site and offers
clarifications in both real-time and
by later response in writing

v

Bids Packages from Potential
Contractors are received
v

Technical Department calls a Bid
Opening Committee Meeting to open

Typically, the the Bid Package contains:

- Instructions to Bidders

- Required Forms

- Conditions of the Contract, e.g. Definitions of terms, hours
- The Contract itself (Contract Data)

- Specifications (of the materials and other related items)

- Drawings (hard-copy)

- Bill of Quantities (Bill of Materials)

- Financial Securities, Guaranties, etc.

The Bid Opening Committee is typically the
Technical Department, the Financial Department,

and check the Bids for completeness
of the submission

h 4
The Committee records the
contents of each package and
sends to the Bid Evaluation
Committee

The Bid Evaluation Committee
evaluates the Bids and can decide
to request more information from
the Bidders

If there are no more
“approved” Contractors,
the Pre-Qualification
Process is engaged

v

The Committee records the results
of each Bidders submission

A

List

Technical Department
and the Consultants
develop a strategy for
obtaining more bids

«4—No Acceptable Bid?

.4

Document

Yes

v

the Consultant(s), and any related PNA Institutions.
The Bidders are in attendance as well.

The Bid Evaluation Committee is typically the Technical

Department, the Financial Department, the Consultant(s), and
any related PNA Institutions. The individual members of this
Committee cannot have also served on the Bid Opening

Committee

The Committee evaluates all aspects of
the submitted documents

Evaluation
Form
723-04-02

Report

Bid Evaluation

723-04-03

named best evaluated Bidder

The Committee writes a Bid Evaluation Report
<¢—— and recommends to award the contract to the

. . Pri
Bid |Evalur(;mon Record Y
7 3982 03 The Technical Department drafts a letter for the The Letter contains, for example:
s PIEFZA Director General which requests “No | —— - The named best evaluated Bidder
Objection” from, for example, the World Bank - The Contract Amount
No Objection
Letter
\/\
-
Record
PIEFZA
741-03 Rev.0

Process Owner: Ismail Ahmed Abu-El-
Ola, Baker Thabet

Quiallification and Procurement for Services

Page 1 of 2

Contractor Evaluation and
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Over World Bank
accepts nominee?

Accepted

}

No, or
Not Yet

No Objection Letter and Bid Report submitted to World Bank

The World Bank responds in writing
with their suggestions, objections and
changes - which PIEFZA follows, and

then re-submits to World Bank

World Bank
Rejection
Letter

GoTo the
Appropriate

Step
Archiving “World _Bar_lk The“\NorId Bank writes t’r?elr
Process - No Objection | own “No Objection Letter” and
Letter” sends it to the PIEFZA
424-01 :
e Director General
-
Record
A 4
. . The Letter contains a requirement
Acceptance The Technical Directorate drafts an (the form was in the Bid Package,) for
Letter Acceptance Letter for the PIEFZA
7230404 € |Director General directed to the Approved| | the Contractor to secure a
Performance Bond of a specified
Contractor
T amount
h 4
Record
A 4
Performance The Approved Contractor provides the
Bond —»  Performance Bond to the PIEFZA
Finance Deparatment
A 4
Correspondence Upon receipt of the Bond, the PIEFZA For Example:
Archivinp Process | |4 Director General signs the Contract and - Milestones On-Time )
42?1_01 - Archiving provides copies to the Contractor - Responsiveness to Questions
and relevant PIEFZA functional groups - Payment of their sub-contractors
- Cleanliness of job-site
- Material is what PIEFZA specified
- On-time every day
v - Relationship with other Sub-Contractors
- Courtesy to PIEFZA, PIEDCO, and
End of Cycle Tennant/Investors
- Quiality of Work
- Acceptability of their Permits
(Process Measurement - Accuracy of estimates (financial)
A 4
Acceptability of selected At specified intervals, the Contractor reports Nionthi
Contractor's “Performance to Schedule” to the Technical Sub on i y ;
performance Department which the Technical > I: r}:on ractor
Department uses as an input to MIS as eriormance
This is a long-term evaluation "Contractor Performance i A
based on performance data
. gathered by 'the Tecr_mlcal N— Record
Directorate during the life-cycle MIS
of the Contract ~—
PIEFZA
741-03 Rev. 0 e . .
seeessonrer e areamsre] . Quallification and Procurement for Services Page 2 of 2
. Contractor Evaluation and
Ola, Baker Thabet En




Import/Export
Operations
751-02

NOTE: Other IE/FZ’s will report
their data through this same
process
Contains, for example:
- GIE Labor
- GIE Production Operational
(including Value) | | Statistics
Imports 751-01-01
Exports \/\
- Wage Reports (\EI
- P

Gaza Industrial Estates (Gl

Operations
Manager’s “MIS
Final Reports” filed
by date (monthly)

A

Final Operational
System Report

This is a Process Metric for the
“Reports” (Activity 12 - Pertinent

E)

Investor's
Tracking
System

¢— | Services and

Operations Directorate
staff compiles raw data from
Import/Export Reports and
Tennant/Investors to gather
Operational Data

Monthly, the following data is gathered and
given to ISP by the functional groups, e.g.:
- GIE Laborforce and Distribution
- GIE Treated Goods

8 ; Tennant/
(including Value$) Investor Input
Imports
Exports

- Wage Reports

Site Operations prepares

input data in the format for . .
MIS for their End Of Months This process only tracks the Operational Data to the Ops Mgr

Accurate?

When the data is approved <4—— After ResolutionJ

as accurate

v

Operations Manager

Not Yet " |(if there are changes, Ops Mgr change

Reports
A 4 . .
There are many different reports. The Operational
Operations Statistics is the principal report used by ISP to
——» Manager reviews evaluate the performance of the GIE. See the ISP
reports Process for more detail regarding the other
reports
Operations responds to functional
omplete and No, or » groups and resolves issues

data)

Operational
Statistics

signs the Report and
delivers to ISP

751-01-01

No,or |

ISP Agrees?

Agreed

End of
Site Operations Data
Cycle

h 4
Investors

Permitting

The Investor’s Tracking

System (MIS) is the

Process Record

Not Yet

This data is only to get a feel for “the
success” (or not) of GIE)

@rocess Measurement \ ‘Process Measurement w

Does the Data reported
by ISP reflect financial

Errors in Raw Data &

Reports) published by ISP (?) and political reality? gathering/reporting
I (information v. data)
PIEFZA
751-01 rev.0 . .
Site Operations Page 1 of 1
Process Owner: Mosaed Abu Ajwa Site Operations Data Process




The Law

\/_\

Issues raised by
PIEFZA experience

PIEFZA an

The Laws on

Investment

if documented

P“s‘

d

For example:
- Passage Issues

Record

Issues raised by
Tennant/Investors
if documented

Record

- Visa Issues
- Regulatory Issues

Director General
receives input

Are the category 2
incentives submitted in
such a way that they are
actionable?

There are two categories:

1) By the Law, available to all Tennant/Investors
2) Incentives can come from different sources:
A Tennant/Investors Request
From PIEFZA Experience, what might be
possible to secure this Tennant/Investors

(Verbal input or Documents)

Minutes of the
Meeting

A representative of
PIEFZA takes the
meeting

DG responds to Tennant/ Px
Investor with decision Record
'y DG, PEDICO, Israel, or and other
No Agency responds to Tennant/
DG responds to Tennant/ Investor with decision (may be real-
Investor to negotiate a Not time in the meeting)
Possible? successful resolution and/or 4—Maybe Possible!
writes a letter to the
appropriate Agency -
The DG finds (or already Letter f“"T‘ DG
Yes (perhaps with modification) —————————————» knows) the Agency who has —»] requesting
. Incentive
Yes the authority to grant the
i incentive requested.
Response from Director General requests formal
xﬁ the controlling recognition (if appropriate) - e.g. a
Agency document, from the Agency(ies)
Record contacted
Response from
the controlling |
Agency h
\_/\ DG respondg to Ten_nant/ «No
Investor with decision
. | | Yes
Explanation from | “How-To" | v
PIEFZ/A/\ | Document | Director General contacts the There is almost always a “how to do
L AT Tennant/Investor with positive this” document provided to the
xs decision and proceeds to Tennant/Investor by the DG, PEDICO,
s ProCess | Document “How To Proceed” Israel, or and other Agency
! Memorandum of | —
| Understanding | ~
| e Process Measurement
The responsible Directorate in PIEFZA Incentives “Advocated
. . o by PIEFZA agreed-to by
A Correqundence ~ monitors the activity, Whatefver.lt.l.s Palestinian Authorities
Archival < P (including PIEDCO and Israeli activities)
423-02 to ensure the actions (Incentives)
Record actually happen Process Measurement

NOTE: The Correspondence “chain of custody”
process is employed throughout this process
to ensure capture of inputs and outputs -

Fully Documenting
Incentives “Advocated”
by PIEFZA and NOT

stamped, signed, and archived “End” of Cycle agreed-to by Israeli
Authorities
PIEFZA
421-02 Rev.) . .
Creating Incentives Page 1 of 1
Process Owner: Director General Creating Incentives.vsd




- Request from
Préte PIEDCO
Record \/—\

/ Request from
Fm Tennant/Investor ||
Record \/\

/ Part of another
Fxs PIEFZA Process
Record

\/\

PIEFZA Directorate
Study

PIEFZA need to
determing a Fee or Rate

A 4
The appropriate PIEFZA
Directorate initiates a detailed

For Example:
- Water

- Waste Water
- Electricity

Based on the detailed study

The general case is the several Directorates

study of the request

i

The appropriate PIEFZA

Record

The inputs, outputs and
changes are all captured in
the chain of custody

» Directorate develops a Study

Report for the DG

h 4
Director General reviews the

work together to develop a study

This may Director General
be an The PIEFZA reviews the Study
iterative Directorates are and edits No
process involved in the recommendation Not
editing based on the Board
input (if possible)
Ultimately
Resolved?
Yes——»

No (probably lose the Tennant/Investor)

Study and adds his personal Corr:?gc])ir\;glence K
views - and submits to the 423-02 Préce
PIEFZA Board Record
NOTE: The Correspondence “chain of custody”
process is employed throughout this process
to ensure capture of inputs and outputs -
or stamped, signed, and archived
! ?
Yet Accepted? A
Yes
Director General engages the
appropriate Directorates to Fee/Rate 4
formalize the Fees and Rates in »  Agreement FX

documents which become part of
the Agreement with the Tennant/
Investor

Director General
responds to
Tennant/Investor
with the Rate and

Document Distribution

“End” of Cycle

Fee decision and Archival
(Process Measurement \
Percent of Rates and
Fees proposed to the
Board which are
Accepted
PIEFZA
421-02 Rev.) )
Developing Fees and Rates Page 1 of 1
Process Owner: Director General Developing Fees and Rates.vsd




Equipment
Automatic

Notification

J\

Maintenance
Schedule
751-0X-01

\ﬁ
Preventive
Maintenance

.g. “Hou
Meters”

Daily Checks

Maintenance
Engineers and

Manual.

Corrective Maintenance

»
"\ Technicians are
aware of need

751-0X-02

Observation of
“Out of Service” or

The original schedule was driven by the
required maintenance in the Equipment

The Engineers and Technicians are each
responsible for specific equipment.

“Urgent Condition”
) 4 If there is time, the Engineer or Technician
initiates a memo, or they may, for Urgent
Cé:wrgitelgtn’? Conditions - notify the Operation and Memo Pad
. Maintenance Director (OMD) by voice
(telephone) XS
Urgent PréCe
v Record
Not Urgent OMD typically visits the equipment

and directs personnel regarding
immediate corrective action(s)

v

OMD or Engineer writes

Memo Pad This is the Maintenance

up a maintenance report

“Capture” Report

T

The Technical Director, if he feels more

h 4
OMD reviews report Memo, writes Record
comments on the report or an attachmen
OMD sends the Original Report Col\%ggzi%m Mam;en;;t(; 2ol
Memo(s) and Attachments (if any) to Attachements maint)::tined in1 file
the Technical Directorate
\/\ for one year

'

actions are necessary, sends his

Fm

Record

The Technical Director reviews the Memos

4 Archived later for one
additional year

comments on the Memo Report to the
Director General. When the General Director
responds, the Technical Director sends a

and Attachments and adds comments, if

any, and returns to OMD

copy of the response back to OMD

v

Whatever action is taken is documented and
retained in the file. If the action is to purchase
parts or consumables, the OMD monitors and
assists this process.

When OMD received the response from
the Technical Director, OMD takes
whatever action the Director requires

Follow-on Actions

Every six months, the OMD
calculates and sends the cost and
production data for the services
provided to the Technical
Directorate. The OMD also assists
in predicting future needs of
PIEFZA regarding Facilities

Maintenance
Schedule
751-0X

PIEFZA

Schedule be
changed?

Yes

No

End of Cycle

‘Process Measurement W @rocess Measurement ‘

Number of Un-Planned
Maintenance
(the equipment broke)

15t Time Effectiveness of
Corrective Actions taken

751-0X Rev.0

Process Owner: Emad El Masri

Off-Site Facilities Maintenance

Page 1 of 1

Off-Site Facilities Maintenance
QILV.



Equipment
Automatic
Notification

Maintenance
Schedule
751-0X-01

\ﬁ
Preventive
Maintenance

Off-Site Facilities

Operations and Maintenance
Director (OMD) Activities

OMD calls a meeting of the i
Technicians and Engineers to discuss|
the activities of the night shift. |

v

OMD contacts or is contacted
by the Engineers and

Input to Operations and
Maintenance Director (OMD)

.g. “Hour
Meters”

Daily Checks
751-0X-02

Observation of
“Out of Service” or
“Urgent Condition”

Comment: The Strategic Plan says to
outsource this to the Private Sector.

Corrective Maintenance

A

Maintenance
751-0X

A

Technicians if there are any
outstanding issues or urgent
maintenance requirements

Typically, OMD calls a mid-day
meeting of the Technicians and
Engineers to discuss the
activities of the morning.

The “charter” of Off-Site-Operations in
the Plan says that OMB “monitors and
reports” on this activity, not “drives” the

activity.

Capture of observed data

Daily Checks
751-0X-02

.| Engineers regarding the “observed

Urgent Issues?

Continuing
Issues
that
attention? need
attention
Continuing
h 4

OMD interviews the Technicians and

readings” and the “production data”
(water, electricity, and sewage data)

Urgent matters are taken care of in
the manner described in the Off-Site
Facilities Maintenance Process.

THIS Process is to describe
“business-as-usual’

OMD and the
Technicians and
Engineers agree

on course of

action(s) to be
taken

{ Maintenance
Capture Memo

Record

OMB will evaluate the
resultant data on the
Maintenance Capture
Memos and may
recommend subsequent
and necessary actions

Record
A
OMD periodically reviews the previous month’s
Urgent Issues? “production data” to determine if this is a “Tennant” This analysis includes
9 ) attention? issue (the Tennant “used more”) or is it a technical Developer bulk data B
issue (for example, a bad meter or a broken pipe) MIS
¢ \¥//
(Process Measurement w T ] ' OMD then issges a T
Another aspect OMD periodically reviews the previous monthly report which drives Monthlv Report
- ) of this is lookin memorandums to determine both “what . [the MIS reporting process.| | 75{ OXp
15! Time Effectiveness of for “Trends” 9 is happening now” and “what needs to The Monthly report initially i
Corrective Actions Taken happen next’ goes to the Director -
General x
~ g o P
/ Record
x Memo'’s Filed by End of a Typical
Record Préce date by OMD Daily Process
PIEFZA Record
751-0X Rev.0 ) .
- Off-Site Operations Page 1 of 1
Process Owner: Emad El Masri Off-Site Operations Qll.vsd




Specification if
appropriate

w

Requisition
Form
741-01-01

After Corrections/
Authorization

No, or

Purchasing
Department receives
Requisition

Is the form complete,
accurate, and authorized

“Repeat Order™o

The Form is a requirement

The Director General must
approve all Requisitions. The
necessary requirements for
making large purchases has
several approval steps.

Supplier

New

“New”

PIEFZA has purchased this before

v

Hard-Copy
Inventory
List

Not a Process Record

Receipt
Voucher

Purchasing checks
inventory in warehouse

Available >

Available

741-01-04

Not a Process Record

Receipt
Voucher
741-01-04

Requisition
Form
741-01-01

Record

Inventory person “debits”
the Inventory List, takes
the Material and has the
Requestor sign the
Receipt Voucher

A

Inventory person sends
the Receipt Voucher and
the Requisition form to
Purchasing

Process Measurement

-

On-Time Delivery

Process Measurement

™)
™

Shipping Damage

Clydesdale International

Reviews for, for example:
- On-Time Delivery
- Shipping Damage

Purchasing contacts
“last Supplier to
purchase material

Purchase
Order
741-01-03

Y

“Approved
uppliers’

Yes

v

Approved

—
Accounting
System

Supplier
Quialification
741-02

List

Purchasing gathers a
committee comprised of
Requesting Department,

Financial Department, and
Administrative Department

Specification if
appropriate

The Committee sends out
RFQ'’s to at least 3 qualified
suppliers via fax or mail as
appropriate

Request for
Quotation

No
Acceptable

Response?

Yes

v

741-01-02

Decision based on,
e.g.

- Quality

- History with PIEFZA
- Price

- Availability

Committee directs Purchasing

Receiving and
Inspection
Form

755-01-01

Order typically by fax

to

creates and sends a Purchase

v

Receiving
755-01

\
Accepted Goods

v

Purchasing receives the
signed Receiving and
Inspection Form from

Shipping and closes the

order

-

trends

Periodically, the
Purchasing
Manager reviews
data to look for

A 4

Original goes to Finance

End of Cycle Purchase Order
Number

If this is a partial
receipt, the Order is
kept open

Copies filed by

A

Documents are Filed

741-01 Rev. 0

Process Owner: Mohammed Al Qedra

Purchasing Process

Page 1 of 1

Purchasing Process Qll.vsd




Activities, for example:

Attend or “cause to be attended”:

- Workshops

- Exibitions

- International donor conferences

- Build relationships with other FTZ's

- Build relationships with e.g.: World Bank, EU (bmo Ministries -
Planning\International Cooperation) and GD

- Coordinate Int'l Training Courses for PIEFZA Staff

- Looks for opportunities to finance PIEFZA activities and for Tennant/
Investor support

- Coordinating Tennant/Investor interests bmo Projects to e.g. finance
new IZ's (typically a grant)

Targeting

Methodology |

723-01-01

A

International
Relations

PIEDCO PIEFZA
Prospects |« » Prospects
J\

TSG has two documents:
Diasporas
Investors
PIEFZA does not have them

Activities related to “image building”, for example:

- Attend Activities put on by a wide variety of others

- Seminars

- Workshops

- Forums

- Work with other institutions:
- Palestinian NGO's and Institutions - Universities
- Labor and Trade Unions - Ministries
- Businessmen
- Targeted Investors -

Markets and Promotes GIE - provides Applications for Tennancy

PIEDCO PIEFZA
Prospects < Prospects
\/\

‘Process Measurement

Number of International

Inquiries
(successful or not)

Targeting

Methodology

723-01-01

A

(Local)

Prospect

Interview Form

Is this in the “TSG Class”
referred to in the intervews?

There
is no

Public
Relations

‘Process Measurement w

Number of Local
Inquiries

Sales
Process

Prospect

Interview Form

Should PIEFZA work
locally?

Activities or “closer to closure” , for example:
- Encourage people to go to the Workshops

(successful or not)

Is this in the “TSG Class”
referred to in the intervews?

Targeting
Methodology
723-01-01

- Develops Promotional Materials
- Develop Web Site
- Attending Conferences

List of:
PIEFZA - International Consultancy
Prospects Groups
- Real Estate Developers

Marketing

‘ Process Measurement ‘

Number of Inquiries

Prospect

Interview Form

PIEFZA

with a world presence

(successful or not)

Is this in the “TSG Class”
referred to in the intervews?

723-01 Rev.0

Process Owner: Eyad Al Aloul and
Abdel Rahman Naim

Site Promotion, Targeting, and Marketing

Page 1 of 1

Site Promotion and Marketing
QILv.




Customer Requirements Capture

(COMPLETE ONLY THE FIELDSWHICH RELATE TO THISTENNANT/INVESTOR
CONTACT/ISSUE ASYOU FEEL APPROPRIATE)

Tennant/Investor Contact #//Date

Tennant/Investor Name:
Address:

Contact Name:
Phone:
Fax:

Alternate Contact:
Phone:

Time/Date of Initial Contact:

Company Contact Person:

Time/ Date of Second Contact:

Email Address:

Time/Date of Third Contact

General Notesand Comment Capture

Action/Resolution

Description

Credit Given: Documentsissue resolved:

Corrective or Continuous
Improvement case opened - #

Personal Visit:

Tennant/Investor’ s Problem Statement (in their words):

What is the | ssue/Subject?
[] Permits Issue
[ Facility Issue
[] Customs Issue
D Registration or Commercial Records Issue
D Poor Response from PIEDCO
[_] Poor Response from PIFEZA
(] Accounting Problem
[] other:

What Does the Tennant/Investor Want to Do?
(] PIEFZA immediate follow-up
] PIEDCO immediate follow-up
(] Submit Required Documents
(] Make General Complaint
(] Make an Application (prospective T/I's)
[ ] Receive a Credit
(] Other:

What does the Tennant/I nvestor expect usto do? (e.g. pdatesor other actions)

What did we Promise the Tennant/I nvestor ?

Action Taken to Satisfy Tennant/I nvestor
(necessary and subsequent actions must be documented)

By: Date:
By: Date:
Effectiveness Assessment
Tennant/Investor Responded to By: | Responding Date:
Was the Tennant/Investor Satisfied? YES NO
Comments:
723-01-01 Rev. 0 Page 1 of 1

Thisform isto be considered “scratch paper” unless saved to ensure necessary and subsequent actions are taken.






