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BACKGROUND

The Ministry of Justice works in partnership with USAID-funded projects to increase the
efficiency, transparency, and accountability of the judicial system in Jordan. Under this
project, the Ministry launched a project to automate procedures at its Enforcement
Department. The project involves replacing the manual entry and processing of cases with
an automated system that registers, documents and monitors case progress process. This is
expected to resolve many procedural and technical problems that previously caused case
delays.

The Enforcement Department acknowledges that unless their staff buys in the modernization
process from the beginning, it is doomed to failure. While some staff recognize the need to
change, many do not. Therefore, to successfully implement change, training should be
provided to staff at all levels. Such training is not only required for building the staff's IT
capacity, but also to strengthen their business awareness and customer focus. It is
particularly important to reinforce that system automations at the ministry is a tool to improve
services for the citizen, not merely to improve the department .

To improve implementation of the computerized system, the Enforcement Department asked
SABEQ to provide training on change management, customer relationship management,
and select technological skills.

MISSION OBJECTIVE

To provide change management support to the Enforcement Department at the Ministry of
Justice during systems implementation. This program aims to provide training for forty (40)
staff of the Enforcement Department in change management topics including; customer
centric operations, value-added driven operations, leadership of change, and other
management skills identified with the Ministry as key to enhancing current improvement
efforts.
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ACTIVITIES AND
RESULTS:

TRAINING NEEDS IDENTIFICATION:

In coordination with the SABEQ InsTran solution, the consultant held several meetings with
officials in the Ministry, as well as other consultants from development projects supporting
the Enforcement Department. These meetings served several objectives:

Discuss the Ministry’s and the Department’s mission, objectives and role in the
judicial system of the Hashemite Kingdom of Jordan. Understand the current
structure, operations and the different customers and partners, and the value that the
Department is providing to them.

Discuss with the different parties the challenges and the issues of concern that are
facing the Enforcement Department. The discussion also extended to the
expectations in terms of customers’ needs, different partners’ and stakeholders’
needs, and the Ministry’s expectations.

Discuss improvement initiatives currently taking place in the Department. The
discussion on this point focused on understanding the objective of the improvement
project, the progress in the implementation of the project, and real or potential
challenges in deploying the project. The discussion also sought to put the total
projects under implementation or planned to be implemented in the context of the
Enforcement Department’s needs and strategy.

Discuss the Department’s environmental elements and challenges in terms of staff
morale and motivation. The discussion included the needed and the expected role of
staff in the change and how this involvement needs to be managed. Accordingly,
gaps in current HR capacity, systems, motivation, and involvement were identified for
discussion in the training.

Discuss the expectation of the training and what impact it is expected to have on the
participants; such as the improvement programs, the department operations, and the
management of the department as well as the related operations partners.

PREPARATION OF THE TRAINING WORKSHOP MATERIAL.:

Based on the discussions and meetings, the outlines of the Workshop were defined in the
following:

The Workshop needs to include theory (knowledge building and concept presenting)
and practice (working sessions and exercises).

The workshop needs to be highly participatory, and get all attendees involved in the
discussions and come forward to contribute with their points of view.
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e The workshop is an opportunity to discuss the current improvement projects and to
raise the commitment of staff to enhance the overall impact of these projects.

e The workshop aimed to have practical outcomes that reflect the department’s
strategy, change agenda, and action plan; current projects are needed to improve
strategic development in the operations and services of the department.

Based on the above outlines the training program was developed. The main elements of the
training can be summarized as follows:

e Theoretical presentation of the change concepts. This included the need for change,
the process of change, the need for continuous change, the cycle of change, and the
role of leadership in change.

e (Case study for change. As part of the presentation cases of change were delivered
and discussed, with a focus on the recognition for change, the challenges of
implementing change, and the results of change

e Exercises (in session and homework). An additional aspect of the training was
exercises to get participants involved in the change process taking place in the
Department.

e Practical implementation on the department case. This was developed as a
participatory exercise to develop documents that support the change of the
department’s system. These documents included: Mission statement, SWOT
analysis of the department, change agenda, strategy map, and initiatives that are
needed to carry out the improvement of the department in a comprehensive manner.

CHANGE MANAGEMENT WORKSHOP, DAY 1:

A full day training session was conducted on August 25, with 30 employees of the
Enforcement Department in attendance. The training aimed at identifying the concept of
change and its relationship to the wider institution's strategy. The training also stressed that
change is not simply a group of ad hoc actions; change is a well structured and focused
process with clear objectives. Moreover, the training thoroughly discussed the concept of
"Change Leadership" where leaders are not necessarily those who sit in the front seat of the
institution; change leaders are those who are willing to take initiatives to make a difference
regardless of their managerial level within the institution; to promote their ideas with the
management through creating "Cases for Change"; and to pursue their ideas until they
achieve change results.

In addition to the basic lecturing, the training was based on several tools to ensure full
participation of the attendees, mainly through individual and group exercises. One such tool
was an exercise to identify the strengths; weaknesses, opportunities and threats (SWOT) for
each of the layers comprising the institution's strategy based on the Balanced Scorecard
approach. These are: the outcomes, the customer perspectives, the internal processes, the
learning and growth capital, and the financial resources. The results of this exercise are
attached (in Arabic).

At the end of the session, the group was given homework. Each participant was asked to
identify one or more change initiatives that are specifically related to his/her work. Also,
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each participant had to identify his/her role in pursuing and implementing the initiative. It
was agreed with SABEQ that the final certifications will be ranked according to the results of
the homework. SABEQ has also pledged to provide the required support for implementing
at least three initiatives, which are evaluated as the best three initiatives in terms of being
customer focused, creative, and having demonstrated impact on the work environment at the
department.

The consultant took responsibility for evaluating homework completed by the participants so
that marks are reflected on their certificates.

CHANGE MANAGEMENT WORKSHOP, DAY 2:

Following on the first training, a second full day training session was delivered to around 40
of the Department's staff members on Saturday, September 1st. The session aimed at
drawing the wide picture of change required at the department through discussing the
department's strategy map, and identifying change initiatives to implement the strategy. A
presentation on the concept of the strategy map was delivered clarifying the five main layers
of the map and how they relate to each other through logical cause-effect relationships. In a
later stage, a draft version of the department's strategy map, developed earlier, was
presented. It identified the main two value propositions that the department should pursue in
order to create value for its stakeholders. The map was discussed thoroughly with staff
members, and amended accordingly by identifying additional objectives that are crucial to
achieve the department's mission.

Subsequently, through a group exercise that engaged the whole group of attendees,
initiatives were identified to ensure achievement of the objectives identified within three of
the map's layers. These are the internal processes, learning and growth, and financial
resources layers. Around 62 initiatives were suggested by the group. A presentation was
delivered by the head of the department on current Ministry initiatives (supported by the
USAID/MASAQ program) to identify gaps that need to be addressed. The department's final
strategy map, coupled with the initiatives, is attached (Appendix 1).

Towards the end of the session, an individual exercise was given to the group to identify how
the proposed change initiatives are expected to affect each person’s work. All attendees
participated in the exercise, and results were reviewed and delivered to SABEQ.

WORKSHOP RESULTS DOCUMENTATION

In addition to the two workshops mentioned above, the following activities were carried out
during the period from August 25 to September 2, 2007:
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Workshops preparation: the second workshop required intensive analytical work to
develop the Department's draft strategy map. Developing the draft map required analyzing
the internal and external environments related to the Department's business. This was
accomplished through meetings and a focus group session involving the Head of the
Department and selected staff members. It was also based on the results of the SWOT
analysis developed during the first session. The workshop preparation and the required
analysis were accomplished over two working days.

Results documentation and revision: following each workshop, the results were reviewed
and documented in the form of power point presentations. Also, the results were discussed
and reviewed with department staff in a meeting held at SABEQ's premises. The level of
effort that was spent to document and review the workshop results amounted to three
working days.

In addition to the results of the workshop exercises, the two homework sessions given to the
participants were collected, marked, and submitted to SABEQ. Most participants completed
the assigned homework. This indicates that commitment and buy in from department
employees to the change promoted in this program is also high.

NEXT STEPS

After a discussion with SABEQ, it was agreed that within two weeks SABEQ will organize a
ceremony to deliver the Certificates to the Department's staff members in the presence of
H.E the Minister of Justice. Meanwhile, SABEQ will discuss an agreement with the Ministry
to support the long term transformation of the Enforcement Department. This will ensure
continued momentum and follow up on the implementation of change initiatives.
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APPENDIX | STRATEGY MAP & SWOT ANALYSIS
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SOWT analysis of the Enforcement Department
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APPENDIX Il STRATEGIC CHANGE MANAGEMENT
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The workshop Objectives

- Nafine and describe:

~ Importance of leadership sponsorship
~ How to create and communicate the case for change

~ How to integrate/prioritize the Strategy into the broader change
agenda

~ How to sustain the Strategic Change; people, processes, and
tools

g

- Building the career of a Strategy Manager

h‘(‘&ﬁﬁ*‘g Supported ks the USAD Tundod
Ak Sustainable Ach ievernent of Business
USALEY Expansion and Quatity Program
FROM THE AHERICAN FEOTLE, {SABCOY
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Module 0 Objectives
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Define and describe:

— Balanced Scorecard and Strategy-Focused Organization

principles as they pertain to Mobilizing the workforce

~ The structure of the seminar and major content modules

Bupportad b the USAIR funded
Swstainable Achievemnent of Business
Expansion and Quality Program
(SALLOY
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L A Al company

Mobilizing the Organization Quiz

Mobilizing Change Through Executive
Leadership Quiz

Is your leadership leading change from vision
and strategy, translating and aiigning, through
sustaining the change in the organization?

CUTIVE LEADERSHIP

1 .1_-' po_ leadership committed
1.2 Cése for change clearly articulated

Does top leadership (the executive
team) play an active role in driving
strategy execution?

Has the executive team developed a
case for change?

Has executive leadership achieved
consensus and commitment to the
direction and focus of the organization?

Is there a clearly articulated vision,
mission, and strategy?

Do executives and other leaders
behave in a way that reinforces the
communicated priorities of the
organization?

Has the executive team assigned
responsibility and authority and provided the
necessary resources o specific psople in the
organization to manage the BSC/CPM
programmn%nd drive change?

{ R Lupportod by the USAID funded

Byinn? Sustainable Ach ievermnemt of Business
USAE D Expansion amd Quatity Program
i pitenats e (SADL Q)
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~ Seminar Objectives and Map
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Module 1 Objectives

—= Define and describe:

~ Leadership, strategy, and strategy management

= Change process, and how the SFO maps to its phases
~ How leaders unfreeze the organization

- 'How leaders 'create the vision and strategy

~ How leaders align the leadership team

~ Atiributes of effective leaders

Si}ﬁ‘gy} Supportod by the USAID funded
B Sustainable Ach ievernent of Business
USAI D Expansinn amd Qualiy Program
PG THE AMERICAN FEOILD (SADL Oy
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Module Map

Strategy Management and Leadership

@han@@ Process and the SFO

Unfreeze the Organization

Vision and Strategy

Align the Leadership Team

Attributes of Effective Leaders
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Strategy and Change

Remember from his keynote address today, Dr. Norton says:

“...managing strategy is managing change.”

g
Pk )
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Discussion Question
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Strategy Defined

Strategy is:

- Plan

- Short-term and long-term actions
- Destination, or end state

- Way to measure progress

e
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USAID
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Managing Strategy is Ultimately Managing Change
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Leaders Must Manage a Process of Change

A successful Balanced Scorecard program is not a “meitrics”
Prog _
project, it’s a “transformation” process

Mobilization Phase

1-3 month period devoted
1o executive levef ,
momenturn building. Ei

Translate Align, and
H Motivate Phase i

Sustain Results through
Governance Phase

12-24 month (then
ongoing) period where
strategy is integrated into
the day-to-day work and
culture of the organization. | :

6-9 month period in which E
new strategy is rolled out
fo top levels of the

nTh&‘: Case fOr Ch&ﬂge” e ‘ :
’ organization.
I

“Early Wing”
“Irreversible Momentum”
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Change Stages and the SFO Elements for Leading Change
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Unfreeze ~ Create Case for Change

Leadership must communicate
“Why” and “Why now”

-~ (et Data

Create case for change |

+ Develop your vision and » Benchmark, organization

strategy assessment, future trends
° Align the Leadership ~ Communicate urgency or need for
Team change
ey Suapportod by i USAID (e
M‘,§M&EPR Expansion ?gir?;:lgl}ity Program
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Leadership Must Communicate “Why” and “Why Now” |
Communicate urgency or need for change:

Burning Platform
- Mission Challenges

* Limited impact on the beneficiary of the society
« Lack of Innovation
»  High Costs

»  Bad Quality

- Competitive Challenges
= Traditional Competitors
* New Competitors

— Technology Challenges
= Method/Process

» Information Technology a

lications

gy
)
gl of Business

M WD
USA! D Expansion amd Quality Prograrm
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Leaders and the Case for Change
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Create the Case for Change
Create a narrative - the story of the enterprise now, and in the ideal state

— Assess where you are now, and the gaps to the ideal

~ SWOT: one way to assess and illustrate your current state from the four Balanced
Scorecard perspectives, and your strengths weaknesses, opportunities, and threats

Telecommunications services
company SWOT example
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Create the Case for Change
Create a narrative — the story of the enterprise now, and in the ideal state

- strengths, weaknesses, opportunities, and threats

What is it for us??
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“Strategic Change Agenda” — Developing the Case for Change

- Making a Compelling Case for Change is Criticai
- Self-assessment / audit is the first step
You can’t change what you don’t acknowledge

- ldentify key / major performance dimensions

-~ Assess actual versus achievable / desired performance for each
dimension

» |dentifies gaps and missed opportunities

* |dentifies areas of * Strategic Shift’ potential
~ Socialize the Case for Change

« Ensure that all stakeholders understand and buy into the need o change

P
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A ol compey

A “Strategic Change Agenda” provides executive guidelines to
promote strategic thinking at lower organization levels.

darte Matinnal Labs Case Study
“AS S!nu’s Change I “TO benn-”
Performance
Dimension
Reputation
Focus

Financial management

ggig“igé
i
Physical infrastructure

Cperations Office
Relationship

Customer relationships

External Collaboration

Industry refationship

Sources of growth

Process management

Probiem solving

Operational excellence

Safety
Culture
i , .
| B B People i | -
070409_Executing_day 2 ©2007 Balanced Scorecard Coltaborative, a Palladium company » bscol.com Page - 22



272 & Patalum compivy

| Group Exercise:
) Strategic Change Agenda
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Group Breakout Exercise: Directions

Contents:

- Strategic Change Agenda template

Goal: Upon completion of this exercise, you will be able to present a compelling Case for Change
along several key performance dimensions of your organization.
Directions:

- Review the Ricoh Case. Consider Ricoh’s current and future states and identify at least 8
common performance dimensions '

- For each of these performance dimensions, assess its current or “as is” state and target its
desired or “to be” state

- From this Strategic Change Agenda, present the Case for Change for Ricoh

Time allotted for this exercise: 45 minutes

'E's;‘!!’él_:bs
U S AI D Supported by the USAID-Tunded
PO THE AMERICAN FEDPLE Sustainable Achievement of Business
Expansion and Quality Program
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FROM THE AMERICAN PECPLE

061206_Mobilize Guidebook_day 2

Group Exercise:
Strategic Change Agenda — Debrief
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Unfreeze —~ Develop Your Vision and Strategy

Vision and strategy describe where

= (Create case for change
+ Develop your vision
and strategy

« Align the Leadership
Team

you will go, and how you will get there:

- Vision Statements

~ SFO principles and BSC framework
guide the strategic plan

- Value Proposition must be understood

l"#%i‘
]
S

USAID

1E AMERICALS SEQFLE

070409_Executing_day 2

to describe strategy
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Strategic Vision Statements

Vision Statements describe
your destination

Inspirational

Measurable

Supportet by the USAID fur el

ﬁ%%g‘; . Sustainable Ach ievement of Business
USAE D Expansion and Quality Program
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Example: Reliacore Health Vision Statement

"Reliacore Health Will Be Recognized as
Best-in-Class for Excellence in Customer
Service, Quality Patient Care, and

Financial Strength by 2005."

Does this vision statement “AIMAT”?

o
] Supported iy the USALD funded
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Example: Ricoh Family Group Vision Statement

“To become a 275t Century Winner, we

will capture leading market share and

achieve the #1 position in the industry

[image communication solutions] for
- Customer Satisfaction”

Does this vision statement “AIMAT”?

ﬁ*\’
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B comny

Discussion Question

Do you (or does your organization)
have a vision statement?

(Please write it down)

Does your vision statement “AIMAT"?

.
(ff?:} Supported by the USAID funded
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Statement for a Man on the Moon

ISIoN

Kennedy’s V

Example

John F. Kennedy

in

iversity i

Speech at Rice Un

Texas in 1962
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Value Proposition

The value proposition is at the heart of strategy
Value proposition has many definitions. Generally they will include:

=~ Uniquely mesting targeted customers’ needs with product or service
- Differentiating from competition

- Sustainable

A value proposition is unique o each business entity, as they will uniquely address
their customer’s needs

strategy map illustrates how internal processes address the customer perspective by
focusing on one of a variety of value propositions.

s
f msen i Supportad o the USMUD fundod
S Sustainable fichievement of Business
USA! [_’) Expansion and Quality Program
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Customer Perspective: The Differentiating Value Proposition

Different strategies require different value propositions to attract and
retain targeted customers

1. Low Total Cost

Product Leadership )

i e me e cremeey ARG S R S T NN
i T

system Lock-in

Next, we will look at a Product Leadership example

o
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“Continually develop products that offer superior performance for customers

Product Leadersh

ion -

Value Proposi

Example
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Financial
Perspective

Customer
Perspective

Internal
Perspective

Learning &
Growth
Perspect@%}

USAID

FROM THIL AMARIGAIN PEOTLE
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Unfreeze — Align the Leadership Team

» Create case for change

- Develop your vision and
strategy

o Align the Leadership
Team

ik

FROF YHE APERICAN FEGRLE

8 APTERICAN FEGRLE

- = Consensus and commitment
—~ Role and attributes of leaders

~ Top leadership sponsorship

Supported by the USAID funded
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Align Leadership Team - Consensus and Commitment

Unless senior leaders concur on both the vision and the plan, they can’t carry out the
strategy successfully

Strategy execution built on two pillars of support from leadership:

- Building consensus

~ Securing commitment

Py
B i B Supportod by the USAID funded
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£+ Apallaium commany

Gaining Leadership Consensus and Commitment — must also
address the emotional side of change

Need Vision Means Cost of Change
Leaders L eaders Leaders | eaders
Create the Provide a Manage the Understand that
Need to Vision of a Change the Cost pf
Change Better Future Process Change is
Personal

Beer, Michael, Harvard Business Schoo!

"Transforming Organizations: Embrace the Paradox of E and O." Harvard Business School Working Paper Series, No. 05-048, 2005.
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Building Consensus

Consensus means general agreement among members of a group
To build consensus around vision and strategy:

- Leadership team engages in iterative discussions getting closer and closer to
articulation of strategy

- Leadership team is involved throughout to:
+ Review your organization’s strategic issues, strategy map, and objectives

- Finalize the objectives and measures in the organization’'s scorecard, and
review strategic initiatives and high-level targets

» Review the scorecard implementation plan and discuss its implications for
change management

e
A,
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Building Commitment

Consensus on your organization's strategy matters little without a commitment to
the implementation of the Balanced Scorecard to drive that strategy.

Principles for building commitment among your leadership team:

— Show commitment
- Share leadership
~ Create consequences for non-support

~ Define meaningful stakes

) g’)‘\‘i!'!l.‘
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Top Leadership Sponsorship

Securing top leadership sponsorship is
key to the success of the SFO.

~ Who?
* Executive Directors and above
~ What?

* Executive team understands, and actively
supports the transition to becoming an SFQ

%’rﬁ;@ il Supported by the USAID Tundod
i Sustainable Achievernent of Business
§ Expansion and Guality Program
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5.+ A Fabtarlom compeny

How to Get Top Leadershi‘p Sponsorship

—— Prepare a High-level SFO
Readiness Assessment

-Prepare, and repeat communication
of that assessment

— Be an energized, persuasive champion

— Use appropriate channels and
frequency, to communicate

@%‘; i Supported s the USAID funded
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Leadership and Management

Leadership drives the
vision and creates a “line
of sight” for the
organization.

Management provides the
rigor and discipline
required to operate the
cascading and approval

processes.
(i :
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Managers in Organizations ...

i

(=
i

AID

FROH THE AMIRICAN FEOTLE
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While Leaders ...

#RGT THE AMBRISAN PEGPLE

070409_Executing_day 2

— Make and implement operational decisions
— Allocate resources to achieve organizational goals

Establish compensation, reward and incentive systems

Supported by the USLUID fundesd
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<A BaSarlum eempnny

Discussion Questions

Can you think of some examples of
organizations with good leaders?
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Leadership and Management

Using SFO Principles, a Leader Is Able to Manage an
Organization

obilize change thmugh senior Ieadership

&

Transla te your strategy mto operatlonai terms

Align the orgamzatlon to the strategy

Motivate by making str;a;tegyeverycme $ Job

@

Govern by makin

] strategy a continual process
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Review and Summary
This module described and di
- Definitions around strategy, leadersh
— The change process, and how principles and ste

~ Qualities of leaders,

correspond with phases of change

End of Module
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Moduje 2:
Leaders Lead Change
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SCORECARD

'BALANCED
COLLABORATIVE

A A Paladiym camphny

Module 2 Objectives

Define and describe:

- Leaders’ role in communicating the change, vision, and strategy
to the organization

— Leaders’ role in implementing change in people, processes,
resources

— Leadership role in celebrating “short-term wins”

VZ& T Supported by the USAID funded
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Leaders Role in Communicating BSC

Fan

i %é it ‘*g%

g;s?gfi " ﬁggaéf% fma@%@mm@ rRole in Implementing Change
f in People, Processes, Resources

ole in Celebrating

sy 1w Leadership R Tt 5
g

“Short-Term
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Change Stages and the SFO Elements for Lead

Create case for change
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Expansion and Quality Program
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» Develop your vision
Team

¢ Align the Leadershi
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Change — Communicate the Case for Change, the Vision and
the Strategy

Leadership must communicate “Why” and
“Why now”

« Communicate the case
for change,

the vision and the - Active role

strategy
+ Implement change in ~ Communicate through many channels
people, process, - Walk the talk
resources
¢ Wins
£ ST A S
!..'j $‘:fé_.*!§?; Y Expansion i:gg[?gg;dy Prograrm
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Leaders role in communication is vital to
the process

There are many ways to communicate,
such as:

= Town hall meetings

&

Videos or broadcasts

&

Newsletters

k2

Cne to one meetings

&

Intranet

Supportod by tho USAD fundod
Sustainable Achievement of Business
Expansion and Quality Progrim
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Communicate the Strategy ~ “Must Do’s”

Audience

Executive
Team

Message Channel Messenger

BSC Workshap Core Toam

BSC Meeting Gora Team

Leadership
Team

agoment

Meeling

.
Wesling GG
Launch Maeting Sxooutive Toarr.

Quly. Management )

Middle
Managers

Emal Loadership Team
Launch Meeiing Laadership Team

Monthly Meetnge Leadership Team

Ermail £ Mail Reglenal Exscutive
Regional Meatings Middla Managars

Staff Mesllnge Middia Managors

-
What s a BSGT / What Is our stetngy? §§ ;3 How ate wa performing against our 8867

5
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SCORECARD
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47 allactiurs company

Leadership Team Must “Walk the Talk”
Modeling the Behavior

- | ead by example

+ Be visible and participate in the development
and implementation process

Manage barriers

« Understand potential roadblocks in BSC
acceptance and plan to manage them

- Be positive

» Decide to be positive about Balanced Scorecard
and stay that way - (it will rub off)

Zupported by tha USAIND Tundod
Bustainable Achisvement of Business
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Walking the Talk - Examples
“I wouldn’t go to meetings that were not specifically related to strategy”

Williarm Catucci,

Former Executive Vice-President,
Equifax, Inc.
(now President and CEO, Regulatory Data Corp.)

Wendy’s built a communications program around its strategic plan
and the BSC approach that included:

— A full presentation of the BSC program by the CEO and CFO to the board,
all officers and corporate employees

- Presentations to !eadetship groups

— Stories in employee magaz?ne distributed to everyone in the system
- Signage in offices depicting logos and the vision

- Memos

- \Web casts

“The leaders have to live the strategy and the values,”
John D. Barker, Vice President,

Investor Relations and Financial Communications,
Wendy’s International

-?b__,},'_var.i.‘% .
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2 Bollaclurs eompany

Discussion Questions

What role did leadership play in each of
these communication efforts?

What is your experience with leadership
involvement in communication of vision
and strategy?

{5

FIVOM TH: ASIEREC AN PECLE
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~ Structure and empower teams

«  Communicate the case - - Support use of the scorecard to align the
for change, the vision organization through translation of the
and the strategy “ strategy

° Empéeément change in Lead the organization in beginning to
pecpie, process, structure meetings around strategy
resources

+ Celebrate short-term Foster and encourage strategyl focus through

wins demonstrating personal commitment
s,
e d Sustamanlo Ach iovemont of Buisiness
U SAI D Exgransion and Quality Prograrn

(SADEQ)
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Leadership Roles in Eniegmi&e Scorecard Development
Balanced Scorecard Si

x Step Development Process

Leadership involved in:

* Interviews

« Workshops

° Sponsorship through communications

Bupported by the USAIC funded
o Sustainable Ach ievernent of Business
USHE ] Expansion and Quality Program
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BSC Development Teams

Core Team

L.eadership Team

Measurement Teams

Leadership Tea:

> Champion process and make strategic BSC decisions
° Participate fully and openly in workshops

(& Provide resources for core-team and sub-team

Supported by the USAID funded
i Sustainable Achievernent of Business
U SAI D Expansion and Quality Program
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" #4.Leader’s Plans.
and-BSC’s define
relationships with
external partners

{  consistent with SBU

_strategy.

L "#3._ Leadership sees that -
- - each Support Unit

. develops aplan and
BSC for “best practice” -
: sharmg to create. . -
5 synerg_l_e_s across SBUs.

#1. Leaders insure that _
the Corporate Scorecard
accurately defines the o
corporate value P
proposition-

' _'#2 From Ieadershlp s dlrection
each SBU develops along- range

. . plan and'BSC; consistent W|th
ey ~ : _corporate strateglc agenda o -
\’#ma ] . . B ‘ Business
USAID | N ' S Prourar
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One-up Review and Approval Meetings Timing and
Participants

Communlcate -
(Corporate)
i BSC

Parﬂcnpants

From Corpe"'ate

FAVGES THI AMFRIC AL PLOFLE

don and Quality Program
{(SADL
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A One-Up Review After Workshop #1 Ensures Alignment Of
The Unit’s Strategy Map

Describe contribution to » Confirm contribution to corporate » Cascaded
corporate objectives objectives Strategy Map
Identify objectives that arenot | - Reconcile objectives not thought
relevant to the unit's strategy relevant to the unit’s strategy

Recommend additional > Approve new objectives relevant
objectives relevant to the unit to the unit

Communlcate _
(Corporate) o
BSC

St Sustainable Ach ievement of Business
U SA’ D Expansion and Quality Programn
FROM T4 AMPRADAN FEQPLE

{SADCO)y
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Discussion Question

What is commitment?

What behaviors do we see in people

committed to becoming and SFO with the
BSC framework?

Suppertad by the USAID funded
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A Fittadim ecennmny

- Demand that meetings are held and that they are
focused on strategy

- Demand that actions be taken

- Demand that integration takes place

Leader and BSC Sponsor Role for

Demand accounta

e
%@—ﬁﬂﬂf 4 Supportad by tha USA D funded
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What Does a Good Leader do To Secure Commitment of the
Right People?

— Regular and frequent feedback

~ Openness and frank discussion

— Trust and confidentiality

— Coach

— Show adherence to the SFO principles
~ Right person, right seat on the bus

~ "Get with it or just get going”

A
iqg%f Supported by the USAID futidesd
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Change - Celebrate Short-Term Wins

RS i rore eyl

« Communicate the case for
change, the vision and the

strategy

* Implement change in Select or generate short-term wins
people, process, L
resources — Show the organization progress can

« Celebrate be made

shori-term wins

- Set reasonable expectations for
what you are likely to accomplish

~ Accumulate short-term wins toward
long-term transformation

e Ny
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Typical Early or Short-Term Wins

Typical short-term wins include:

~ Explicit leadership consensus

— Improved effectiveness in Mmanagement meetings |

— Reduction in the number of non-strategy management meetings

- Reduction of unnecessary initiatives through the initiative
alignment exercise

ety
'-:'(’ Loin)
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A Eallcfurh compary

Generate Early Wins

Mobilization Phase .

1-3 month period
devcied to-executive
feve! momentum
building.

“The Case for Change” L

Early Wins demonstrate:

— Change is possible.

~ The organization is capable of navigating
even difficult change

which new strategy is

rolled out to.top leve

~ Minor successes, once they accumulate,
can have major payoffs

s .
Expansion and Quatity Program
{SADT QY
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Review and Summary

This module described and discussed the following concepts:

— Leader’s role in communicating the change, vision and strategy

~ Leader’s role in implement change in people, process, resources

— Leader’s role in celebrating early wins
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Module 3 Objectives

7%“ Define and describe:
.

3l

— New management meeting

How the BSC framework drives accountability for Objectives

~ Integration of the BSC into business processes

I

Ty
iyl

S
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Leader’'s Role in Changes Into
anagement Processes

@i%% g&ﬁﬁ“‘%gg
4 wdhy  Leader’s Role in Recognizing

et

S*&m%@géa Benefits

4=

i

'ﬁia; g;‘,_ ® "
Wi« %y Leaders Role in Embedding as an
“Evergreen” process

fggé%s% ﬁggﬁzzi
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Change Stages and the SFO Elements for Leading Change

« Create case for change

» Develop your vision and
strategy

* Align the Leadership
Team

e

i
% i o
%M“

USAID

FROF THIL AMERICAR PIORLE
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12
LIRS . 3

« Communicate the case

for change, the vision
and the strategy

« Implement change in
people, process,
resources

» Celebrate short-term

©200Q7 Balanced Scorecard Collaborative, a Patladium company » bscol.com

» Integrate changes into
management processes

» Recognize strategic
benefits

« Embed as an

“‘Evergreen” process

S
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Integrate changes into
management

processes ~ Leaders must support activities

* Recognize strategic arognd governance, .
benefits - particularly strategy meetings

* Embed as an
“Evergreen” process

v
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Leader’s Role in Governance Processes

Leaders must commit to managing/providing visibie input to:
~ Planning and Budgeting

~ Process Management

- Strategy Management
Meetings
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Lead Change in Strategy Meetmgs

_Traatmml,a@pmac ;

measures
“'*'.“_'Why R

- Determme _how _to: 'm
budgetand yeet pe
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27 A Palladham ompany

Leader’s Role in Strategy Review Meeting:

A new dﬁsclplme as requ:red

avo;d micmmanagmg

1. Separating operatlonal from strateglc discussmns_

2. Using meetings to malke declslbns oh 'how theBSC enhances the value to the
enterprise over the. medlum te Iong term ’:
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Leaders Set Expectations, and Guide Evolution of Strategy
Meetings

.
dﬁ = ;:W;} Supported nr the USAID funded
S Sustainable Achkievernent of Business

I SA] D Expansion and Quality Program

FROM THE AMIRIGAN MEGRLE (SABLCQ)

070409_Executing_day 2 ©2007 Batanced Scorecard Collaborative, a Palladium company * bscol.com Page - 80



" Pl ey

Strategy Meetings Should Evolve to a “Sweet Spot”

Progress will be non-linear, but there is a “Sweet Spot” to move toward

Problem-
based

Type
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Lead (not facilitate) the Strategy Oriented Meeting

1. Encourage, coach

2. Demand accountability

£

. Drive strategic decisions

4. Ensure that outcomes get reported to
rest of organization

Fears,
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The BSC Review Meeting Can Be Used for Strategic Learning

by Asking the Right Questions

Questions:

Answers:
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Leaders Remind the Organization:

~ The Scorecard becomes better only through use

~ Strategy is not an event - once a year or so - with fancy binders and lunches

- View BSC measures as a system of integrated, and causally-related
measures designed to achieve a single strategy

» The struggle to find measures is suQ posed to happen

— Strategy meetings are supposed to feel different
(creative approach)

o,
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Discussion Question

hat challenges do you see in

driving your management meeting
with the Balanced Scorecard?

e
i
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Make Strategy the Center of Management Processes

Leaders must ensure that the BSC is integrated with your management
process rather than run in parallel to your existing management process

i
R
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Sustain - Recognize Stmtégic Benefits

~ Leaders will keep the organization
energized toward becoming an SFO
by recognizing progress.

¢ Integrate changes into
management processes

* Recognize strategic ,
henefits ~ There are many ways companies
recognize strategic wins, or actualized

benefits

* Embed as an
“Evergreen” process

i
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Leaders Recognize Gains

i

USAID

FROP THR AMIMUCAN FEORLE

070409_Execuling_day 2

- Ensure reward and recognition mechanisms are in place
~ Center milestones around strategic objectives

- Celebrate progress as milestones are reached

Leaders set goals, then celebrate success/
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Sustain ~ Embed as an “Evergreen” Process

» Integrate changes into
management processes

* Recognize strategic
benefits

* Embed as an
“Evergreen” process

- In addition to periodic checks of
performance to strategy, leaders
also need to have scheduled
reviews to assess and refresh
the strategy
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Advantages of Using the BSC Between Meetings

~ Maintains focus on executing the strategy

- Shows where to prioritize work, and reallocate
resources

~ Enhances completion and effectiveness of
Scorecard content

~ Merges strategic and operational decision-
making
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Leaders Establish a Process of Assessment and Strategy
Refresh

SFO Assessment (two years)

~ Planto assess: establish g point in time, typically 12-24 months.

- Review best practices for strategy implementation.

- ldentify areas in need of further development.

~ Provide a roadmap for organizational improvement.

Strategy Refresh (yearly)

- Understand current state progress toward reaching destination.

~ Review and validate underiying assumptions used to construct the strategy.
* Have factors affecting those assumptions changed?

* Has the market changed, and are we still targeting the right customers with the
right value proposition?

* Are there new opportunities that have emerged?
> What shifts have competitors made?
~ Refresh the strategy via the Strategy Map and Balanced Scorecard where needed
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Example of Strategy Refresh —

Defense Logistics Agency
(BLA)

Background and History

- Part of Department of Defense for 40 years

— Provides Logistic Combat Support to Military Services
~ 22,600 Staff — 48 States/28 Countries

Strategically wanted to be more Customer Focused and Integrated

— Designed Balanced Scorecard in 2001 Enterprise and 6 Field Organizations
— Conducted an SFO Readiness Assessment in 2003

With BRAC 2005, Demands DoD Logistics Consolidation
~ Review and Rebuild of Enterprise and 6 Supply Chain BSCs in 2005
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A Palsdium deinpany

Review and Summary

This module described and discussed the following concepts:

- Leader’s role in integrating change into management processes
~ Leader’s role in recognizing strategic progress

e

Leader’s role in embedding as an “Evergreen”

process

End of Module
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Fm' Further Information

: 7laborat1ve (BSCol), a Palladium company is a
'ﬁrm ded:cated to the worldwide awareness, use,

Join Balanced Sécjre(:ard Online™ free at bscol.com.
Tel: (USA) ?8‘?.259.3737

Conferences Training Publications

Consortia Certification Partnerships Online Services
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Sustainable Achievement of Business Expansion and Quality (SABEQ)
BearingPoint, Inc.
Salem Center, Sequleyah Street, Al-Rabiyeh
Amman, 11194 Jordan
Phone: + 962-6 550-3050
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