


Objective:

To Understanding the systems and processes for
working more efficiently in your business.

* Strategic Thinking

* Where are you today

* Where do you want to be

* Planning: Systems, People, Resources

* Implementation

* Evaluation and Control



Strategic Planning Process

Strategic Planning is...
*Rare
*Consequential
*Directive

Environmental Scanning
Strategy formulation
Strategy Implementation

IR LY Y

Evaluation and Control

(Strategic Management: Hunger, Wheelen
2011)
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Customer Process Flow

What are the contact points you have with your customers from the beginning to the end of a transaction?



Customer Process Flow

Customer v .
encounters Accepts a call. eet an

business 1¢t Books an appt. greet. Needs
time.-Mailer analysis

Delivery of Final fitting Second in person
suit. Accessory meeting. Wardrobe

_ i pitch.
Receipt of selection Order placed.

final payment Deposit collected

Follow up call. Seasonal Booking next
1-2 weeks later cards and wardrobe

greetings order.

What are the contact points you have with your customers from the beginning to the end of a transaction?



Your Customer Process Flow

* What systems are involved at each step in this process?
* How efficiently do you think they are working?

* What could you improve? How?

* What are the considerations?

* How will you know if they are working?



The Airport Test

Assume it is 5 years from today

Your are at the airport waiting for a flight.
You meet an old friend

They ask, “How is your life?”

You reply, “WONDERFUL!”

What stories will you tell them about your
wonderful life?



Strategy Formation«Systems

* The key to growth is to create * ldentify the roles

systems. * Develop systems

e Systems that cam be
implemented by a person of the
lowest minimum level.

* Create scripts
* Document each step

e Start.at the bottom, work your

Michael Gerber, ThedE-Myth v U P

Revisited.



https://youtu.be/7YGS3OxJZN4

Strategy Formation: People

Are you a leader or a
manager?

“Leadership is ultimately about
creating a way for people to
contribute to making something

extraordinary happen.”

Alan Keith,sGenentech
The Leadersiip Challenge
Kouzes & Posner

5 Practices of Exemplary
Leadership

 Model the'way

* Inspire a Shared \lision
* Challenge the Process
* Enable Others to Act

* Encourage the Heart


https://youtu.be/kUVV3398acQ
https://youtu.be/kUVV3398acQ

L

* What does it sound
like when warming
up?

 What does it sound
like when you give
them a score, a
conductor, lots of
practice and a
venue?

Think of a band...



https://www.kmsb.org/content/files/recordings/kiwanis2018/76%20Trombones.mp3

Strategy Formation: Resources

Freedom Engrave

You do not have freedom
until you have committed
to something.




Learn Faster

Split Tests

Customer Interviews
Customer Development

Five Whys Root Cause Analysis
Customer Advisory Board
Falsifiable Hypotheses
Product Owner Accountability
Customer Archetypes
Cross-functional Teams
Semi-autonomous Teams
Smoke Tests

The Lean Startup

Measure Faster

Split Tests

Clear Product Owner
Continuous Deployment
Usability Tests

Real-time Monitoring
Customer Liaison

Code Faster

Unit Tests

Usability Tests

Continuous Integration
Incremental Deployment

Free & Open-Source Components
Cloud Computing

Cluster Immune System
Just-in-time Scalability
Refactoring

Developer Sandbox

Funnel Analysis

Cohort Analysis

Net Promoter Score
Search Engine Marketing
Real-Time Alerting
Predictive Monitoring




Determine Establish
whatto | standards
measure. of performance.

FIGURE 10.1 Evaluation and Control Process




Evaluation & Control: The Balanced Score Card

“combines financial measures that tell
results of actions already taken with
operational measures on customer
satisfaction, internal processes and the
corporation’s innovation and
improvement activities.”

Prentice Hall, Inc. ©2010



Evaluation & Control: The Balanced Score Card

SMART Objective Measures

Include ROE, EPS, stock price, credit rating, image fating

Customer Measures

Learning & Growth

Internal Bus. Processes

Financial Measures




Summary:

* Building efficiency is about thinking strategically.-Long Term
 Where are you today?-Environmental Scan
* Where do you want to be?-Airport Test

 What do you have to change to get there?- Strategy Formation
* Create and implement your plan
* Evaluate and Control: Build Measure Learn.



Q& Eh?
Harold T Delfries

“I exist to serve by helping to build foundations.”

hardevrie@gmail.com
@HaroldDeV



mailto:hardevrie@gmail.com
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