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What is 

organisationl excellenceéé.?



Organizational Excellence

[ŜǘΩǎ ƭƻƻƪ ŀǘ ǘƘŜ hȄŦƻǊŘ ŘŜŦƛƴƛǘƛƻƴΥ
Organization:Anorganizedgroupof peoplewith a particularpurpose,
suchasa businessor governmentdepartment

Organized:Arrangedin a systematicway,especiallyon a largescale

"Group of peoplearrangedin a systematicway for a particular purposeά

Excellence: Thequalityof beingoutstandingor extremelygood

Organizational Excellence:

Its about peoplewithin a systembeingextremely goodor
outstandingat achievingtheir particular purpose

[ŜǘΩǎ ƭƻƻƪ ŀǘ ǘƘŜ hȄŦƻǊŘ ŘŜŦƛƴƛǘƛƻƴΥ
Organization:Anorganizedgroupof peoplewith a particularpurpose,
suchasa businessor governmentdepartment

Organized:Arrangedin a systematicway,especiallyon a largescale

"Group of peoplearrangedin a systematicway for a particular purposeά

Excellence: Thequalityof beingoutstandingor extremelygood

Organizational Excellence:

Its about peoplewithin a systembeingextremely goodor
outstandingat achievingtheir particular purpose

Example: Cloths



Continuing,if we takethis view:
OrganizationalExcellence:
Its aboutpeoplewithin a systembeingextremely goodor outstandingat
achievingtheir particular purpose

Toaccomplishthis we needto focuson:

ωPeopleςLeadersandfollowers
Å Leadershaveto definethe clear purpose (vision,mission)

ωSystemςcreatea systemwith processesto enablethe interactionsof
leadersandfollowersto be outstandingin achievingtheir particularpurpose

Organizational Excellence

Pointhere is that we forget the Peopleaspectandfocuson
Processes to delivervalue;we usethe tools to improve
processesandforget the impacton the system!



ü BalancedScorecard-Kaplan and Norton

ü The LearningOrganization - Peter Senge

ü Malcolm Baldridge Award - USA

üÅ5ŜƳƛƴƎΩǎ tǊƻŦƻǳƴŘ ƪƴƻǿƭŜŘƎŜΥ Edward Deming

ü ISO9001:2008ςQMSStandard

ü 5 pillarsςDr. H. JamesHarrington

ü Domainsof excellence - Dr. Karl Albrecht

ü VersionsOf Lean Enterprise

ü aŀƴȅΧ ƳŀƴȅΧ ƳƻǊŜ

Modelsfor organizational excellence

ü Good old principles of management: by Taylor, Fayol etc.



ISO9001:2008:ISOQMS

ü Customer focus
ü Leadership
ü Involvement of people
ü Process Approach
ü Systems approach to 

management
ü Factual approach to 

decision making
ü Continual improvement

5 pillars:Dr. Harrington

Pillar 1: Project management

Pillar 2: Process management

Pillar 3: Change Management

Pillar 4: Knowledge Mgt. 

Pillar 5: Resource Management

5ŜƳƛƴƎΩǎ ǇǊƻŦƻǳƴŘ
Knowledge
Edward Deming

ü Appreciationfor a system

ü Knowledgeof Variation

ü Theoryof knowledge

ü Psychology

MODELS



SevenDomainsof
Excellence:

Dr.KarlAlbrecht

ω StrategicFocus

ω CustomerValue

ω Leadership&Team
performance

ω Culture,value&Ethics

ω Processexcellence

ω Talentmanagement

ω Knowledge management

TheBalanced
Scorecard:Kaplan&
Norton
Alignmentof Vision,
Missionandstrategyinto a
comprehensivesetof
performancemeasures

ÅFinancial

ÅCustomer

ÅInternal Processes

ÅLearning and growth

Malcolm Baldridge:

Å Leadership

Å Information andAnalysis

Å Strategy

Å Customers

Å Process Management

Å HumanResources

Å Results

MODELS



LearningOrganisation:
Peter Senge,

Å Systemsthinking

Å Personal mastery

Å Mentalmodels

Å Building shared vision

Å Tram Learning

[Ŝŀƴ aŀƴŀƎŜƳŜƴǘ {ȅǎǘŜƳΥ άIƻǳǎŜ ƻŦ [Ŝŀƴέ
ü TrueNorth (what shouldbe donenot

what canbe done)
ü LeaderStandardWork
ü Accountabilityprocesses
ü OperationalStandardwork
ü VisualManagement
ü Peopledevelopment

MODELS



What theme do we see in the models?

We see:
ü Leadership

üSystemsthinking

üMeasures

üKnowledge Management

üPeopleςdevelopment, empowerment, engagement

üPersonal development

üChange management

üCommunication

üTeamBuilding

üProject management

üProcesses- Value andresults



Leadership

Systems
Thinking

People

Process
Excellence

Project
Management

Personal
Development

Team
Building

Communication

Change
Management

Summarised ïMy viewé..

Valueand
Results



A process is a series of connected steps or actions with a 

beginning and an end that can be replicated. 

University

ü Teaching Students

ü Paying for Classes

Hospital

ü Emergency Care

ü Payroll

Factory

ü Purchasing Material

ü Training Workers

Govt. Agency

ü Procurement

ü Hiring New Employees

Retail Store

ü Selling Products

ü Employee Scheduling

Bank

ü Opening New Accounts

ü Statement Distribution

Temple/Church

ü Recruiting Members

ü Maintaining Facilities

Restaurant

ü Preparing Meals

ü Advertising

Construction

ü Budgeting

ü Managing Subcontractors

Not for Profit

ü Distribution of Funds

ü Employee Recruitment

A process involves the steps or stages by which inputs such as 5Ms-Manpower, Materials, 

Methods, Machines, and Money are transformed into outputs (goods and services).

WHAT IS A PROCESS?
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üFunctionsare typically defined by a group of activities 

related by a particular skill or goal such as sales, finance or 

Manufacturing

üFunctions focus on these individual tasks while  processes

focus on the end-to-end work, i.e., tasks and activities, 

across functional boundaries to deliver customer value

Process vs. Function



Let us watch a video

videos\BPM - Business Process Management - Process - Process Management - WHAT WHY HOW.mp4


To manage a process, the following must be defined and agreed upon:

ü An output requirement statement between process owners and customers

ü An input requirement statement between process owners and suppliers

ü A process that is capable of transforming the suppliers' input into output that meets 

the customers' performance and quality requirements

ü Feedback measurement systems between process and customers, and between 

process and suppliers

ü A measurement system within the process



PROCESS

Prevent errors

Identify errors

Correct errors

EfficiencyandEffectiveness:

DoingWrongthingsWrong Doingthe WrongthingsRight

Doingthe Right thingsWrong Doingthe Right thingsRight

INPUT OUTPUT

ProcessExcellence



Types of Processes
- A Common template



Sample Enterprise Business Process Models ï

Common Structure

The problem facing most organizations is that many of their support 

processes were never designed in the first place. They were created in 

response to a need without really understanding what a process is.



Sample Enterprise Business Process Models-1



Examples of cross functional processes 

üOrder to Cash

üProcure to Pay

üCampaign to Quote

üPlan to Fulfill

üManufacture to Distribution

ü Issue to Resolution

Cross functional processes

üCore processes

üSupport processes

üCross functional processes ïFlows across depts./functions



Process management is the application 

of knowledge, skills, tools, and techniquesto define, visualize, 

measure,control, report and improve processes with the goal to 

meetcustomerrequirementsprofitably.

Process Management

Improvement and management of a firm's end-to-end  processes

in order to achieve three outcomes crucial to a performance-

based, customer-driven firm: 

1) clarity on strategic direction, 

2) alignment of the firm's resources, and 

3) increased discipline in daily operations.

https://en.wikipedia.org/wiki/Knowledge
https://en.wikipedia.org/wiki/Skills
https://en.wikipedia.org/wiki/Tool
https://en.wiktionary.org/wiki/technique
https://en.wikipedia.org/wiki/Process_control
https://en.wikipedia.org/wiki/Customer
https://en.wikipedia.org/wiki/Profitably


Process control Process  management

Checking to ensure desired 

performance.

Enabling to attain desired 

performance.

Goal is to achieve acceptable 

performance.
Goal is to get best performance.

Focus is on compliance. Focus is on excellence.

From Process Control 

to Process Management

Source: Beyond PDCA - A new process management model

Author: Praveen Gupta, Illinois Institute of Technology

https://www.researchgate.net/publication/259497347

Processmanagementimpliesestablishingexpectedtargetperformance,developing

a plan, providing necessaryresources,ensuringsuperiorexecutionof a sound

methodologyandtakingcareof exceptionswith appropriateprocesscontrols.

https://www.researchgate.net/publication/259497347_Beyond_PDCA_-_A_new_process_management_model?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_3&amp;_esc=publicationCoverPdf
https://www.researchgate.net/publication/259497347_Beyond_PDCA_-_A_new_process_management_model?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_3&amp;_esc=publicationCoverPdf
https://www.researchgate.net/publication/259497347_Beyond_PDCA_-_A_new_process_management_model?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_3&amp;_esc=publicationCoverPdf
https://www.researchgate.net/publication/259497347_Beyond_PDCA_-_A_new_process_management_model?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_3&amp;_esc=publicationCoverPdf
https://www.researchgate.net/profile/Praveen_Gupta13?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_5&amp;_esc=publicationCoverPdf
https://www.researchgate.net/institution/Illinois_Institute_of_Technology2?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_6&amp;_esc=publicationCoverPdf
https://www.researchgate.net/publication/259497347_Beyond_PDCA_-_A_new_process_management_model?enrichId=rgreq-4e7096525d4420cf358249cff3dbc467-XXX&amp;enrichSource=Y292ZXJQYWdlOzI1OTQ5NzM0NztBUzoyMjI3MjE0MTA2Mzc4MjRAMTQzMDExMjMzMDQxOA%3D%3D&amp;el=1_x_2&amp;_esc=publicationCoverPdf


Benefits of  Process Management

Intangible benefits also: better information quality



There are two basic approaches to managing processes:

üThe micro-level approach: Directed at managing processes    

within an individual department

üThemacro-levelapproach:Directed at managing processes  

that flow across departments and/or functions within the 

organization

Approaches to Process Management

Both of these approaches are good and a combination of both 

of these approaches should be used in most organizations.

Taylorism Vs. Faylosim



ü is the most universally used approach. 

ü It is based upon the belief that the employee, who is doing the job, has the 

best understanding of the job, and as such, is in the best position to improve 

the process. 

ü is directed at how the people, who work in a single department, interface with 

each other, their customers, and their suppliers to conduct the duties assigned 

to the group. 

Too often, organizations have trained people to do problem-solving 

approaches like,

ü Brainstorming

ü Checksheets

ü Error-proofing

ü Flowcharting

ü Histograms

ü Statistical Process Control

ü Interrelationship Diagrams

ü Cause-and-Effect Diagrams

ü Mind Maps

ü Pareto Diagrams

ü Scatter Diagrams

ü Etc.

The micro-level approach to process management 

Then, when the training was through, they turned the individuals loose to find 

problems to solve.



ü looks at a process from the total organizationôs standpoint.

ü It focuses on the major processes that are considered core capabilities and/or 

competencies, that drive the organization 

ü It usually focuses just on the key processes that flows across different 

functions within the organization. A typical organization will have between 

20 to 40 macro processes. 

ü It is not limited to manufacturing processes only. 

ü In fact, in todayôs knowledge era the processes that involve and support the 

knowledge worker are often more important than the manufacturing 

processes.

The Macro-level Approach to Process Management

Process management of these macro processes is a degree harder than for 

micro processes, not only due to their increased complexity but also 

because in most organizations no one person is responsible for the 

overall performance of the macro process.



The approach to managing the macro-level processes is called 

the ñFine Methodologyò; it contains three phases:

Phase I ïDefine the process

Phase II ïConfine the Process

Phase III ïRefine the Process 



Step 1ðIdentify the macro-level processes.

Step 2ðIdentify the process owners.

Step 3ðIdentify the process analysis team.

Step 4ðPrepare a process mission statement.

Step 5ðBoxing in the process.

Step 6ðDefine the process customer and related measurements.

Step 7ðDefine the process supplier and related measurements.

Step 8ðDefine the process efficiency measurements.

Phase I ïDefine the Process
During Phase I the organization needs to identify the processes that are going to 

be managed at the macro-level and understand how they fit into the 

organizationôs structure. Phase I contains eight steps. They are:

Source: Five Pillars of Organizational Excellence by James H Harrington



üPrepare flowcharts of the process.

üPerform a process walkthrough.

üCharacterize the process activities.

ü Install the measurement systems.

üQualify the process.

Phase II ïConfine the Process

In this phase the process team will qualify the process. They will 

gain a detailed understanding of the process and what it is 

capable of performing. It involves the following steps:



ü Now that the process is qualified, it is time to start refining the process, 

continuously improving it from good to excellent. 

ü During Phase II most process teams have collected a parking board (list of 

items that need to be addressed at a later date) full of good ideas and 

improvement opportunities that are now ripe for harvesting.

ü Most of the work that quality professionals do is related to continuously 

improving our processes. 

Phase III ïRefine the Process

(Continuous improvement)

ü process capability studies, 

ü root cause analysis, 

ü document control, 

ü quality circles, 

ü ISO 9000, 

ü Six Sigma, 

ü just-in-time manufacturing and

ü supplier qualification, among 

many others.

For continuous improvement some of the tools we use include: 

Refining the process is an ongoing activity.



Set new targets

Process 

Documentation

Review 

Previous 

Cycle

Annual 

Report Process OK?

Define 

Problem

Large Change?

Re-engineer 

process

Process 

Documentation

Process

Y

Annual 

Planning

N

N

Y

Continuous 

Improvement

New 

Targets

Process management process



Process Management Model



4Pôs of Process Management



Process management in service organizations vs. 

manufacturing companies: 
ü The findings indicate that manufacturers are more process-oriented than 

service providers. 

ü In particular, the greatest difference between service providers and 

manufacturers is found in the process performance measurement 

practice.

ü No significant difference is found in the context of process-supportive 

corporate culture as well as process documentation.

Process management in small vs. large organizations:
ü Large companies are more process-oriented than small ones. 

ü However, process-supportive corporate culture seems to be independent 

from firm size.



Organizational structure 

for Process Oriented Model



The organisationchart by its nature 

emphasisesvertical functions, seniority, 

vertical reporting lines.

ü An organisationchart view

inhibits cross-functional process view

ü Everyone is partially responsible so 

no-one has overall responsibility

Traditional Management model

On this approach, objectives are primarily departmental, individual 

competences do not extend beyond functional boundaries, and there 

are no organizational units responsible for processes as a whole



Management of a companyôs core business processes is likely to 

involve a new, horizontal dimension to the organisation structure

The Process oriented model

Horizontal cross functional processesïExternally focussed

Vertical operational processes  - Internally focused

Linking operational processes ïManagement  Committment

Cross Functional Processes ï
Crossing ñVerticalò Operational Organisational Units



Poorly Coordinated PM Program



Process Council


